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Finance unit provides methods of payment for foreign trade. Such services are intended for 
companies and the perspective investigated in this thesis is that of corporate banking 
employees. The purpose of this thesis is to define the quality of the processes and to develop 
solutions for difficulties discovered. The quality of the processes was measured through a 
questionnaire distributed to a sample, which was selected using a stratified sampling method; 
therefore, the results are representative of the population. The results of the questionnaire 
were analyzed using Euclidean geometric analysis. The study is based on the researcher’s ten-
month employment in one of the Helsinki OP Corporate bank unit. 
 
This thesis report provides theoretical background to such relevant areas such as service 
quality, the concept of questionnaires, Euclidean geometric analysis, processes, process 
identification, defining processes within organizations and process improvement. In addition, 
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thesis project used quantitative research methods and the data was gathered through a 
questionnaire. 
 
Helsinki OP Bank Plc and Pohjola Bank Plc are subsidiaries of the OP Pohjola Group. In 
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liquidity and international services. Helsinki OP Bank operates in the metropolitan area, 
providing banking services for individuals and corporations. 
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1 Introduction
 
This research provides an overview of Pohjola Bank Plc’s financial services for foreign trade, 
focusing on one unit in the foreign trade department. The researcher will review the selected 
units’ processes and investigate the process quality. The subject is observed from the 
perspective of Helsinki OP Bank Plc’s corporate divisions. The two banks introduced are two 
subsidiaries of the OP Pohjola Group Central Co-operative. Pohjola Bank Plc is the actual 
provider of these services to the whole OP Pohjola group. The employees of Helsinki OP 
Bank’s corporate division are viewed in this thesis as the end users of the foreign trade 
services. (OP-Pohjola osk 2012 and OP-Pohjola-ryhmä lyhyesti 2012) 
 
The basis for this thesis was the researcher 10-month working experience in Helsinki OP 
Bank’s West-Helsinki Corporate bank unit. The starting point of this thesis was not to resolve 
an identified problem but to investigate the efficiency of the Trade Finance units’ services 
through customer, or in this case corporate bank employee, satisfaction.  
 
This thesis provides an introduction to: service quality, definition of processes, process 
identification and process measurement. The foregoing subjects were used as a theoretical 
background. Starting points were to study the offered services thoroughly and investigate 
literature associated with: process improvement, process development, process re-
engineering and service quality. This is a functional thesis; consequently the thesis is based 
on a project. This thesis is not associated with any ongoing projects. 
 
Pohjola Bank has been rated the best Trade Finance bank in Finland during years 2010, 2011 
and 2012 considering the customer satisfaction. The study involved 76 largest foreign trading 
companies in Finland. However the Trade Finance services are on a low usage rate in Helsinki 
OP Bank Plc. Nevertheless there is an increase in the total amount of new company customers 
in the bank. This thesis will examine the process quality through satisfaction amongst bank 
employees. (Maan parasta Trade Finance -palvelua Pohjolassa 2013 and West-Helsinki 
Corporate bank meeting 2012) 
 
1.1 OP Pohjola Group 
 
The OP-Pohjola Group consists of over 200 independent member cooperative banks, which 
own OP-Pohjola Group Central Co-operative. These independent cooperative banks have 1.3 
million owners - 90% of these are households. The Central Co-operative has three business 
segments: Banking, Non-life Insurance and Life Insurance - it holds various subsidiaries: 
Pohjola Bank Plc, OP-Services Ltd, Helsinki Op Bank Plc, OP Life Assurance Company Ltd, OP 
Fund Management Company Ltd, OP Mortgage Bank and OP-Kotipankki Oyj. This research is 
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going to concentrate on two subsidiaries Pohjola Bank Plc and Helsinki OP Bank Plc, 
introduced further. (OP-Pohjola-Ryhmän historia 2012; OP-Pohjola osk. 2012; OP-Pohjola-
ryhmä lyhyesti 2012) 
 
The history of the OP Pohjola group begins in 1891 when fire insurance company 
Palovakuutus-Osakeyhtiö Pohjola (Pohjola) was established and 1902 the foundation year of 
the Osuuskassojen Keskuslainarahasto Osakeyhtiö (OKO). The two companies were brought 
together when OP Bank Group (OKO) became the largest shareholder of Pohjola Group Plc’s 
(Pohjola) in 2005. This established the largest financial group in Finland, which we know 
today as OP-Pohjola group. (OP-Pohjola-Ryhmän historia 2012; OP-Pohjola osk. 2012; OP-
Pohjola-ryhmä lyhyesti 2012) 
 
The today’s structure of the OP Pohjola group was formed in 2011 when OP-Services Ltd was 
separated from the OP-Pohjola Group Central Co-operative. This created two entities; OP-
Pohjola Group Central Co-operative tasked of directing and administering the Group’s 
business and OP-Services Ltd, in charge of creation and improvement of mutual services for 
the entire group including the member cooperative banks. By the end of December 2011 OP-
Pohjola Group employed 13 229 people and had over 4,2 million customers. Group’s result 
before taxes in 2011 was 518 million euros. (OP-Pohjola-Ryhmän historia 2012; OP-Pohjola 
osk. 2012; OP-Pohjola-ryhmä lyhyesti 2012) 
 
The subsidiary Pohjola Bank Plc is significant for OP-Pohjola Group Central Co-operative and 
it operates as a central bank for the whole group. Pohjola Bank is in charge of liquidity and 
provides international services for the whole group. According to Yritys- ja 
yhteisötietojärjestelmä (2012) Pohjola Bank Plc has been registered 14.7.1903 in the official 
trade register. In 2011 the bank employed 3189 people and the result before taxes was 258 
million euros. Pohjola offers banking services, non-life insurances and asset management 
services principally to large & mid-sized corporation and institutional clients. In addition asset 
management and non-life insurance services are provided to individual customers. (OP-
Pohjola-ryhmän toimintakertomus ja tilinpäätös 2011 and Pohjola Pankki Oyj 2013) 
 
Helsinki OP Bank Plc is as well a subsidiary of OP-Pohjola-Group, operating in the Helsinki 
metropolitan area. In the trade register Helsinki OP Bank Plc has entered in 31.12.1991. This 
subsidiary employed 791 people in the year 2011. The Bank has over 342 000 customers and 
the total income in year 2011 was 93.8 million euros. The company provides banking services 
and insurance services for individual, corporate and association customers. The corporate 
division of Helsinki OP Bank consists of five different corporate banks. These corporate banks 
are West-Helsinki corporate bank, OP Corporate bank, East-Helsinki Corporate bank, Vantaa 
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Corporate bank and Espoo Corporate bank. (Helsingin OP Pankki Oyj 2013 and Helsingin OP 
Toimintakertomus ja tilinpäätös 2012) 
 
During the researchers working experience, it was found out that these regional corporate 
banks take care of companies that hold annual revenue between 50 000 to 10 000 000 euros. 
Companies with annual revenue over 10 million are mainly customers of OP Corporate bank. 
In addition OP Corporate bank has a specific unit for bigger association-customers. Smaller 
companies and sole traders that have annual revenue less than 50 thousand euros are 
managed in the individual consumer banks. Exceptions are companies or sole traders that 
require financing or payments traffic services. 
 
The researchers working experience in Helsinki OP Bank brought out that regional corporate 
banks have four different types of employees in charge of different sized companies in terms 
of annual revenue. Corporate service advisors deal manage micro companies, with annual 
revenue from 50 000 to 400 000 euros. Corporate service experts are accountable for 
companies with annual revenue between 400 000 to 1 million euros. Customer chiefs and 
Customer leaders are responsible for companies holding annual revenue from 1 million to 10 
million euros. Corporate services advisors are the only ones, between the job descriptions 
introduced above, which do not have their own clients. The micro companies businesses are 
managed in conjunction with all of the Corporate service advisors. Companies with annual 
revenue more than 400 000 euros are accounted to one employee, for instance Corporate 
service expert or Customer chief depending on the size of the annual revenue. Customer 
service experts, Customer chiefs and Customer leaders have a number of companies as their 
customers that they are responsible for. In addition regional corporate banks have employees 
specialized within payments traffic services: Payments traffic chiefs, Payments traffic experts 
and Payments traffic advisors. Customer chiefs and Customer leaders also have support 
persons working together with them, in example technically opening services and providing 
general help. 
 
1.2 Objectives & limitations 
 
This research will go through briefly all of the banking services associated with foreign trade, 
which Pohjola Bank provides to Helsinki OP Bank. From the foreign trade services Trade 
Finances services are the main subject. Trade Finances processes was analyzed, mapped and 
the quality evaluated. The assessment was executed through a measurement tool regarding 
process quality. The measurement tool was created on the basis of the main objective: 
overview the quality of the Trade Finance processes through the satisfaction of the corporate 
bank employees. The measurement tool consisted of a questionnaire distributed to selected 
corporate banks and finally an analysis used to examine the results.  
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Though Pohjola Bank and Helsinki OP Bank offer the foreign trade services to actual corporate 
customers, the limitation in this thesis is to examine the subject from the point of view that 
Pohjola Banks unit Trade Finance is the service provider and Helsinki OP Bank corporate bank 
employees are the customers. From the Helsinki OP Bank corporate division three corporate 
banks were selected into this study; Espoo Corporate bank, West-Helsinki Corporate bank and 
OP Corporate bank. The following three corporate banks were chosen from total five. The 
previous banks had the largest amount of exporting or importing companies as customers. The 
following data was received through a payments traffic meter of Helsinki OP Bank. This 
indicator provided the information of how many companies from the total number of company 
customers of a certain corporate bank have announced themselves as either importers or 
exporters for the Finnish customs. Those companies whom practice international trade are 
potential clients for using international services and potential customers for Trade Finance 
unit.  
 
Another restriction is to limit the foreign services researched to services offered by Pohjola 
Bank’s unit Trade Finance. However all of the foreign services are briefly introduced in this 
thesis. The measurement tool was limited for evaluating the quality of the processes from the 
perspective of the user satisfaction. These users, as stated previously, are the employees of 
Helsinki OP Bank corporate division. The creation of the measurement tool plays a key role 
and building such tool is one goal of this thesis as well. Nonetheless literature such as re-
engineering processes and improving processes was used as theoretical background. 
Nevertheless the principal objective is not to improve or re-design Trade Finances processes 
but rather to discover possible problems and create solutions to these difficulties. 
 
This thesis was written for Laurea U.A.S but as well to Helsinki OP Bank and Pohjola Bank. 
The thesis will benefit both banks in improving the Trade Finance processes. In addition the 
research benefits other thesis writers. 
 
Quantitative targets of this thesis are: to examine the processes thoroughly and evaluate the 
process quality. As stated previously finding possible difficulties and creating results for the 
problems is one important opportunity when using qualitative research method. One 
quantitative research objective is also to guarantee that the process measurement tool is 
creating the intended outcome and the measurement tool will provide reasonable responses 
regarding the quality of the Trade Finance processes. 
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2 Theoretical background & knowledge base 
 
2.1 What is a process 
 
A process can be recognized and comprehended in many forms. Process can describe a 
function or an action, for example: jogging, cooking, negotiating and working. In contrast a 
development or a change can portray a process as well, in example: education, understanding 
and growing can be seen as processes. According to Peppard & Rowland (1995, 6) the Oxford 
English Dictionary defines process as “a continuous and regular action or succession of 
actions, taking place or carried on in a definite manner, and leading to the accomplishment 
of some result; a continuous operation or series of operations”. A process commences from an 
input, which will eventually be converted as an output. This transformation involves distinct 
assignments structured together in order to create the process. (Laamanen 2003, 19 – 20 and 
Peppard & Rowland 1995, 6 – 8) 
 
Sharp & McDermott (2001, 32) define a process or a business process as follows: “a collection 
of interrelated work tasks, initiated in response to an event, achieving a specific result for 
the customer and other stakeholders of the process”. In addition the authors (Sharp & 
McDermott 2011) argue that without an outcome or an output, processes do not have a reason 
to exist thus a specific recognition of the outcome is a necessity in advance the process 
identification. (Sharp & McDermott 2001 32, 62) 
 
According to Laamanen (2003) the definition of a process consists of following theme; the 
starting point is that there is something repeated and permanent, which can be agreed upon 
and something that can be modeled and is possible to develop. A process is generated from 
activity, resource and artifact, in addition incorporating performance. Though feedback is not 
included in the classification it is stated (Laamanen 2003) to be a vital part of the entire 
process idea. Overall there are numerous definitions for a process, nevertheless the 
fundamental concept remains: the beginning involves an event leading to a structure of 
assignments providing the final output - the result. (Laamanen 2003, 19 – 20) 
 
Examining the definition of a process through organizational perspective Laamanen (2003) 
produces two definitions that cope with the actions appearing inside organizations: a business 
process and an activity process. A business process is a group of repeated actions that are 
related with each other and their accomplishment requisite resources, whose assistance 
inputs are converted to processes. An activity process on the other hand is a group of actions 
logically related with each other and their accomplishment requisite resources, whose help 
the activities results are accomplished. (Laamanen 2003, 19 – 20) 
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From organizational perspective, conceiving a process alters to a certain extent whether the 
company is providing tangible goods or intangible services. Recognizing the process from a 
company manufacturing tangible goods can be achieved by examining the stream of goods. By 
observing the flow from the beginning to the end, and separating the different steps that are 
required to deliver the product to the customer, frequent distinct stages can be classified. 
For instance the product flow might consist of the following: acquisition of goods, 
manufacturing, testing, warehousing and delivery. The previous processes can usually be 
described as clear consecutive steps that can be aligned forming a chain of stages. This chain 
is a continual event that ends to the final customer. The development challenge in 
organizations manufacturing tangible products is to ensure the fluent stream of goods through 
the organization. Typically the change in demand significantly influences the fluency of the 
stream. (Laamanen 2003, 20) 
 
Conceiving a process in a service organization alters when examining the chain of stages. This 
chain can no longer be delineated as explicit consecutive phases in line, after one another as 
in organizations producing tangible products. The customers generate a variable that 
influences order of the sequence. Customers’ unpredictably changing demands and opinions 
can meld the designed chain of stages created by the service provider. For instance banking 
services, hair dressing and photographing are regarded as services where customers influence 
the chain of stages. (Laamanen 2003, 20 – 21) 
 
Processes can be even more complicated when contemplating following services: consulting, 
doctor’s practice and training in example. The previous services require creative activities 
and professional experience. The development challenges in service organizations are to 
create a positive state of mind for the customer even though the circumstances can be 
unpredictable. (Laamanen 2003, 20 – 21) 
 
2.2 Identifying a process 
 
Process identification indicates defining the beginning and the end of the process. As stated 
previously a process consists of structured distinct tasks that convert the input into the 
pursued target, the final output. It is essential to limit the conceiving of the process to begin 
from a customer and end to a customer. Therefore the customer executes the first and last 
stage of a process. Identification frequently involves observing the processes: central 
customers, outputs, inputs and suppliers. (Laamanen 2003, 52 – 54 and Peppard & Rowland 
1995, 7 – 9) 
 
Assembling an overall map of the process can implement identification as well. Principally 
this can be performed by either bottom-up or top-down solution, however Sharp & McDermott 
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(2001) argue that bottom-up is simpler than working your way down from the top as in top-
down method. In general, the building of the process map initiates by recognizing various 
discrete activities that are involved for reaching the pursued output. The previous activities 
are then attached together in order to form the process. (Sharp & McDermott 2001, 76) 
 
Peppard and Rowland (1995) claim that first of all the task of understanding and identifying a 
process might prove to be difficult for various reasons. While companies deliver the finished 
goods or services, the complete process to achieve this stage is a complex set of distinctive 
processes. The difficulties within recognition consist of the hierarchical boundaries and 
because the process can cross various departments. Difficulties can arise while identifying the 
different steps of a process. Frequently the reason for existence of a certain phase might be 
just because the step has always existed. Eliminating the unnecessary steps is a solution for 
reducing the cost and enhancing the pace of customer service. (Peppard & Rowland 1995, 7 – 
9) 
 
In order to enhance the continuous development principal of processes Laamanen (2003) 
states that the limitation of a process correspondingly involves that the process commences 
from designing and ends to an evaluation. Process classification is implicit as well in the 
beginning of identification; product process, service process, customer process, main process, 
core process, support process, key process, sub process, leading process, and control process 
indicate such categories. However consistent with Laamanen (2003), the classification is more 
effective whether the categories are limited to companies’ key processes, which are core 
processes and support processes. (Laamanen 2003, 52 – 54) 
 
Core processes are processes that serve the end customer and create value added for the 
organization. Product development and service creation, advertising for the customer through 
marketing and sales, product & service distributing and confirming the service experience was 
satisfactory, are examples of core processes. Nevertheless core processes are directly in 
contact with the end customer they cannot alone compose an organizations function. Support 
processes are required in order to make the conditions correct for efficient functioning in the 
organization. Support processes are organizations internal processes to assist and create the 
environment for the core processes to operate. Without support processes such as: 
recruitment, strategic planning, financial administration, accounting and quality control, 
there is not a sustainable environment for the core processes to function. (Laamanen 2003, 53 
- 57) 
 
The processes in an organization operate on different degree and have distinct boundaries. 
The identification of a process might focus only on one unit’s contribution, but the scale 
might expand if the identification is taken further. On the other hand a process with a broad 
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scope is expected to cross various divisions or activities. The size of the scale depends on the 
process, what is the result or purpose, the output. Harvard Business School professor Michael 
Porter (Peppard and Rowland 1995) has produced a Value Chain model in order to describe 
the business process. Porter (Peppard and Rowland 1995) specified a process as chains, thus 
this model provides a clear understanding into seeing the process boundaries. For instance 
what organizations are involved with the process, or the number of functions it encompasses. 
The value chain model consisted of two activities appearing in a company, these were 
primary activities and support activities. Primary activities consist of the corporation’s 
functions that create value for the inputs to be produced as outputs. These outputs are the 
results, which customers are ready to exchange money for. Supporting activities are activities 
to actually support the primary activities functions in value adding. The supporting does not 
only take place in the manufacturing for instance, but also with the futures possible need for 
support, such as maintenance. (Peppard and Rowland 1995, 8 – 9) 
 
Harmon (2003, 78-79) has introduced a process as “sequence of activities that achieved a 
business goal”. The definition is built upon a hierarchical model of processes, it consists of 
three core elements: value chain, process and activity. The previous three elements are in 
fact all processes though a different scale. A value chain is the largest of the process; it 
consists of the products whole lifecycle, from the manufacturing to the sales and possible 
supporting subsequently the distribution. Value chain is most commonly constructed from 
numerous large processes, though it might be categorized as a core process explained further. 
Process consists of: business processes, sub processes and activities. In the hierarchical model 
next from the value chain is business process, which is actually a large process. Nevertheless 
a process is a subdivision of a value chain. Activity is according to Harmon (2003) the smallest 
process to be presented in the model. Activities can be explored from tasks, which are 
reduced proceedings of sub processes. (Harmon 2003, 78-79) 
 
Sub processes are not included in Laamanen (2003) identification, since they create a 
hierarchical way of seeing processes as Harmon (2003) has introduced. According to 
Laamanen (2003) consideration based on the process net is more clear way of understanding 
and comprehending processes than a hierarchical way grounded on partition and sub 
processes. Though there can be circumstances when describing sub processes is a necessity 
Laamanen (2003) recommends identifying and describing a process in one layer. Above-
mentioned method of reflecting processes creates a genuine process network that is directed 
by deliberating of customers and their needs. Sub processes create processes, consequently 
sub processes can be for instance: product development, production, marketing, sales and 
services. Involvement of the customer initiates the sub processes. (Laamanen 2003, 54 and 
Harmon 2003, 22-23) 
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2.3 Defining process inside an organization 
 
Defining processes inside an organization is a technique to model the organization actions 
thus the operations can be comprehended, analyzed and developed. Conclusive goals are 
significant while identifying the processes. Organizational composition involves several 
aspects, such as various jobs and structures and this complicates the classification. Generally 
processes breach the boundaries of departments and functions consequently producing cross-
functional processes as stated previously. Therefore involving an elucidation of the dimension 
and the objectives of the process is necessary. Customer oriented view has the opportunity to 
resolve this obstacle; customers are the end users, concerned only of the actual service or 
product and not the organizational structure. Customers can perceive the tangible event 
commenced by ordering a product or service in example. (Laamanen 2003, 75 – 76; Harmon 
2003, 163; Sharp & McDermott 2001, 66, 72) 
 
Organizational boundaries can impede the companies’ effort to identify the concrete process 
thus examining the matter organizationally complicates the attempt. Laamanen (2003) has 
illustrated the premises for a process definition as follows; the definition should contain the 
following elements: 
 
- Include the critical matters concerning the process. 
- Describe the dependency between matters. 
- Help to understand the completeness and own role for reaching the set goals. 
- Contribute the co-operation between people working with the process. 
- Provide possibilities to work yieldingly by the requirements of the circumstances. 
(Laamanen 2003, 75 – 76) 
 
The definition should not be challenging to comprehend, be in conflict or irrational. The 
terms and concept should correspond with the agreed conditions. Nevertheless in short terms 
the process description should involve the matters what are important for the organizations 
success. Sharp & McDermott (2001, 74) discuss about framing the process or more specifically 
“documenting the scope of the process”. The purpose is to describe the borderlines of the 
process and to recognize the critical subjects; what will be involved and what not. The 
structure consists from the following: 
 
- Identify the process in verb-noun format; 
- The event leading for the beginning of the business process; 
- The final outcome of the process; 
- The processes customer receiving the outcome; 
- Other stakeholders and outcomes they are looking forward; 
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- Approximately five to seven foremost actions the process involves; 
- Actors whom have a task in the process; 
- Instruments supporting the process, such as: systems, methods or equipment’s; 
- The frequency and the timing; 
- Out of range but associated processes described on the whole process map. 
(Laamanen 2003, 78 and Sharp & McDermott 2001, 74) 
 
Laamanen (2003) has introduced a six-step model depicting the topics what to involve in a 
process definition. It is a six-phase model based on the idea of describing matters what are 
important for the organizations success. The six-phases consist of: purview, customers, goal, 
inputs, process chart and responsibilities. The first topic, purview describes where the 
process is being applied and what are the beginning and end of the process. As stated 
previously the starting- and ending-points should both commence from the customer. This 
provides a clear understanding of the processes position inside the organization. Second phase 
customers consist of who are the process clients, what are their needs and wants, how they 
use the process services or products and what type of requirements they have. Every process 
has several products and clients; people who are influenced by the process can be regarded 
as the processes customers. Customer needs can be a difficult to outline, therefore Laamanen 
(2003) suggests providing a rough picture regarding the needs and focusing more on the wants 
of the clients. Customer complaints and what kind of an event leads to a complaint are good 
tools for finding out the wants since complaint precede an unfulfilled requirement. The 
outlined wants can be ensured from actual clients through surveys and interviews. (Laamanen 
2003, 78, 89 - 91) 
 
The goal of the process is the third part of describing the process in an organization. Targets 
outline the processes purpose, mission and task. The reached goal delivers answers to key 
success factors and performance measurement solutions. The target should concentrate on 
the value of the process for the organization rather than focusing on the whole organizations 
targets. Laamanen (2003) recommends approaching the targets from at least two directions, 
either from strategic- or systematic-point of view. Key success factors should not be the 
whole organizations success factors but they should focus on the described process. Success 
factors can be linked to know-how, technology, volume, speed, lowered costs, process stages, 
work methods and close co-operation between customers. Performance measurement of the 
process is intended for defining the reason-cause relationships and focus on directing and 
developing of the factors critical for the key performance. Key performances of the process is 
generated by concretize the goal of the process. (Laamanen 2003, 89 - 91) 
 
Fourth phase, inputs consist of the actual contributions, products and services of the process. 
How to control knowledge is critical for this segment as well. Inputs can provide starting point 
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for the beginning of the process planning. Products or services should be specified in 
documents or knowledge. Fifth segment is the process chart, which develops a draft of the 
process and forms the actual chart. The formation of a process chart is placed fifth, the 
earlier phases provide a base for the map and the key matters for the process are then more 
simple to comprehend. Process map does not only describe the actual process but rather 
defines the critical tasks, which should be developed. Responsibilities are the sixth and final 
phase to be identified. Responsibilities involve issues, such as the central roles and teams, 
the rules and which are the roles and teams most important tasks, responsibilities and critical 
determination capabilities. This phase describes what the stake of different people for the 
process is. Each role should be described as their personal thus the processes participants can 
recognize their stake for the process and also the engaged role, undertakings and decisions. 
(Laamanen 2003, 91 – 94) 
 
2.4 How to measure the performance of the process 
 
According to Laamanen (2003), we are only interested on the processes and operating 
customs since we believe that alternative operational approach can create better results than 
another. Performance measurement incorporates more than overviewing the process and 
providing a statement of the current circumstance. Assessment of a process involves 
organized examining of the mechanisms and sub systems. The purpose of measuring is to 
elucidate the current situation, what is going to happen and deliver intends to concentrate on 
definite features or parts for enhancement in efficiency, productivity and adaptableness. 
Assessing the performance is fundamental for efficient actions; in addition management 
cannot be implemented without measuring. (Laamanen 2003, 149 – 150; Peppard & Rowland 
1995, 76; Sharp & McDermott 2001, 91) 
 
Measuring is a strong way of directing ones consideration towards a specific matter. Especially 
in larger organization measurement can turn out to be a difficult task to perform, finding out 
essential issues require a lot of effort considering the dimension. Impediments can lead to 
ignoring the measurement function and focusing exclusively on financial follow-up. This 
results into directing the organization through opinions and intuition. Outcomes are created 
from frequent subjects; therefore connecting particular actions directly into the outcomes 
can turn out to be demanding. Processes provide an understanding to what is essential for 
achieving a good result. Through processes, beneficial evaluating can be developed. 
(Laamanen 2003, 149 – 150; Peppard & Rowland 1995, 76; Sharp & McDermott 2001, 91) 
 
Harmon (2003) argues that majority of organizations focus their assessment on functional 
measures rather than focusing on the actual process measures. Standard functional measures 
are for instance; revenue, cost of labor, cost of material, mean labor budget, gross revenue, 
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price of stock et cetera. The data of functional measures originates from financial statement 
or assessment of a single department’s performance, for instance: the revenue of sales 
department or production departments’ cost of labor and materials. Process evaluation 
derives from overall assessment of customer satisfaction and the final result of the process. 
General process measures are in example; cost of processing orders, cost of processing 
invoices, timely and accurate submission of orders, timely and accurate submission of 
shipment of orders, timely and accurate submission of invoice preparation, percentage of 
rejects, percentage of on-time deliveries and customer satisfaction measured with a survey or 
an index. (Harmon 2003, 167 – 169 and Peppard & Rowland 1995, 76) 
 
Consequently managers are concerned on the efficiency of a department they are responsible 
for and the process measures can be taken backwards, providing guidance how a single unit 
can contribute in customer satisfaction. Conflicts with functional and process measures 
appear when a certain department’s functional goal intervenes or reduces the speed of the 
whole process. It is imperative to recognize the results of the efficiency goals between other 
targets for the organization. For instance quality levels can deduct if savings are made in 
staff prompting in inadequate number of workers to serve the customers, whereas customer 
satisfaction decreases. The two measures and their goals require composed management to 
achieve the ideal solution. (Harmon 2003, 167 – 169 and Peppard & Rowland 1995, 76) 
 
Consistent with Laamanen (2003), the performance of the process can be measured from 
diverse approaches; the performance can be attached to clients, the outputs, tasks, 
resources, inputs or suppliers. Factors of performance are time, money, quantity, physical 
attributes and interest groups visions. However Laamanen (2003) states that this list is not 
inclusive as the factors depend on the process. Nevertheless time and lead-time are measured 
because they have been proved, while decreased, to lower the costs and improve quality. 
Improved quality consequences in reduced error-rate, increased customer satisfaction and 
enhanced reaction time. Lead-time consists of transfer time, waiting time, beginning time, 
performing time and closing time. (Laamanen 2003, 153 – 155) 
 
Time can also measure the accuracy of the delivery. The precision of the delivery is 
frequently the key matter for a customer rather than the speed since other actions can be 
planned precisely on the basis of the exact delivery time. Flexibility is one aspect of time as a 
measurement indicator. Measuring flexibility can be accomplished by calculating the lead-
time for changes. Money as a measurement tool can be generally referred to costs of the 
process. Defining the costs of a process can create problems since calculation systems for 
expenditures are based on functional basis - the expenses are gathered as cost pool and 
counted all together by departments. This does not highlight the processes cost because the 
expenses of a process are created, for instance from; investment costs, capital costs, work 
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costs, machine costs, space costs, energy costs, material costs and general costs. Measuring 
money comprises the amount of capital enclosed to the process. Service organizations capital 
enclosed for processes consist of the space and equipment, accordingly conclusions regarding 
the process control cannot be distinctly produced. (Laamanen 2003, 153 – 155) 
 
Quantities are common measurement focuses also. Measuring quantities can consist of 
analyzing the number of; products, service events, reclamation, customers, people, ideas, 
defect items, projects or sales for example. These measures are in general categorized to 
positive and negative feedback for instance. The categorization delivers a better 
understanding towards the consequence of the result. Number of feedbacks in total does not 
provide an answer to the question whether the customers were satisfied or unsatisfied. 
(Laamanen 2003, 155 - 157) 
 
Targets are a necessity when measuring quantities since comparing the score to a selected 
goal is more advisable than just targeting to a high figure. Physical attributes can convey a 
products performance or its design in example. Laamanen (2003) attaches physical attributes 
to following subjects; product, process, material, component, machine, equipment and 
environment. Assessing such attributes from material consists from measuring the weight, 
substance composition, and drag. Then again gauging environmental attributes could be the 
quantity of emissions emit to the nature. Physical attributes are often measured through 
national and standardized assessing technologies. The challenges during measurement are 
composed from gauge inaccuracy, which can be prevented with calibration. Other sources of 
errors are changes in the measuring environment, measurer errors or gauging device failures. 
(Laamanen 2003, 155 - 157) 
 
Interest group outlooks as a measurement tool for performance concentrate on assessing the 
customer satisfaction or personnel satisfaction. Evaluating the satisfaction levels generally 
indicate only the satisfaction towards the whole organization rather than the satisfaction 
towards a particular process. In order to focus the interest groups satisfaction in to a specific 
process the measurement should be concluded in a short period of time. This requires 
concluding the assessing of satisfaction after the actual service has been implemented, for 
instance evaluating the customer satisfaction towards the delivery process subsequently the 
delivery has been executed. Consequently the interest groups concentration is focused on the 
latest event rather than the organization as a whole. (Laamanen 2003, 155 - 157) 
 
Peppard & Rowland (1995, 79) introduce in their book “The Essence of Business Process Re-
engineering” a comparable performance measurement system originally presented by Kaplan 
and Norton known as balanced scorecard. According to Kaplan and Norton (Peppard & 
Rowland 1995, 79) current reporting systems focus on financial measures, or functional 
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measures as familiarized earlier by Harmon (2003). These financial measures do not emphasis 
on the possible future performance but to performance in the past. Balanced Scorecard has 
been recognized in leading to change. The basis of the measurement system is assembled 
from four assessment categories: financial, customer, internal and innovation & learning. 
Additional beneficial measures are: customer profitability analysis and product/service 
profitability analysis. (Peppard & Rowland 1995, 79 - 80) 
 
The financial or economic measures consist of return of investment (ROI), currency 
movement, cost-effectiveness and share of the market. Customer assessments comprise of 
the satisfaction of clients, customer loyalty and distribution efficiency. Internal evaluations 
are the companies’ inventories change, how much employees are utilized and what type of 
goods are consumed. Innovation and learning gauges the amount of technological progression 
and quantity of cooperative projects. Customer profitability analyses define the companies’ 
key accounts, which are the customers whom create the largest income for the company but 
also those whom are the least beneficial in terms of revenue. Product and service 
profitability analyses operate with the same principle as previous, which goods and services 
create the largest income and, which are unprofitable. (Peppard & Rowland 1995, 79 - 80) 
 
Balanced Scorecard typically involves 15 to 20 various advanced measures, which should be 
selected from the previously introduced categories. The selection is dependent on the 
companies’ business strategy and the goals that have been positioned. The measures should 
be established in order to accomplish these targets. Employees should be aware of the 
current goals. By delivering feedback and keeping employees aware of the current position 
creates objectives to aim for. (Peppard & Rowland 1995, 80) 
 
3 Methodologies 
 
3.1 Quantitative research 
 
This research is a quantitative research because the data gathered and analyzed is collected 
through a questionnaire. Qualitative research was not used since the collection of data in this 
research would not be suitable because of the time limits and resources. Whereas 
quantitative methods are to use questionnaires or other numerical evaluation methods, 
qualitative research data collection techniques are for instance interviews, observation, 
diaries et cetera. The population in the analysis is 83 involving all of the employees from 
corporate banks: Espoo, Vantaa, West-Helsinki, East-Helsinki and OP Corporate bank, 
including Institutional bank. Under statistical reasoning we can make a conclusions from a 
sample by generalizing these results to the population. (Saaranen-Kauppinen & Puusniekka 
2013; Otos ja otantamenetelmät 2003; Vehkalahti 2008, 43) 
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The sample size in this research is 47, involving Espoo Corporate bank, West-Helsinki 
Corporate bank and OP Corporate bank. Carrying out interviews in all of the previously 
mentioned corporate banks was not a possibility considering the timely limitation and 
resources. Observation could not be taken into account since the levels of usage in Trade 
Finances services were very low in certain groups and corporate banks according to Kari 
Haapaniemi from Helsinki OP Bank and as we can eventually see in the chapter 6 Analysis. 
Then again using diaries could not be taken into consideration since this would require a lot 
of time and again the level of service usage was low. The questionnaire was considered 
simple to distribute for the sample and efficient regarding the timely limitations. In addition 
the analyzing, testing and interpretation of the final results from the measurement tool was 
seen relevant on the basis of timely limitations and resources. (Saaranen-Kauppinen & 
Puusniekka 2013; Otos ja otantamenetelmät 2003; Vehkalahti 2008, 43) 
 
As introduced above the population considering the research consisted of six different 
corporate banks with the total amount of 83 employees. The population is based on the fact 
that this research focuses on observing the satisfaction towards Trade Finances processes in 
Helsinki OP Bank. Trade Finance services are designed for companies practicing international 
trade, importing and/or exporting. Therefore all of the corporate banks in Helsinki OP Bank 
Plc form the population. The sample size was selected with Kari Haapaniemi, who is a 
Payments traffic chief in Helsinki OP Bank Plc, by examining a payments traffics meter by, 
which corporate banks have the foremost amount of companies as clients, who have reported 
themselves to Finnish customs as either importers or exporters. Such companies are potential 
customers to use Trade Finance services. Consequently Espoo, West-Helsinki and OP 
corporate banks were chosen to represent the sample consisting of 47 employees. (Otos ja 
otantamenetelmät 2003) 
 
The previous sample is based on stratified sampling technique thus the purpose is to find out 
the Trade Finance processes quality on the basis on corporate bank employees satisfaction. 
Selecting the corporate banks, which have the largest amount of potential customers for 
Trade Finance, would also have the largest amount of employees who have encountered or 
might encounter customers that have the need for Trade Finance services. Stratified sampling 
ensures that the sample selected is as representative as possible considering the groups’ 
significance towards the research. Additionally the research questions requires some 
experience towards Trade Finance because the quality of the processes cannot be assessed 
without further knowledge considering the Trade finance unit and its services. (Otos ja 
otantamenetelmät 2003) 
 22 
3.2 Questionnaire 
 
The purpose of the questionnaire was to figure out the Trade Finances processes quality 
through employee satisfaction. The questionnaire was employed as a measurement tool for 
the processes quality. The questionnaire was based on KvantiMOTV’s (Kyselylomakkeen 
laatiminen 2010) guide for constructing a questionnaire form. Before the actual distribution, 
questionnaire was thoroughly tested and improved on the basis of the feedback and test 
results. The questions were created on the strength of principal target of the thesis. Survey 
was distributed by post including an envelope to return the answers. In addition an email was 
sent to everyone who would receive the questionnaire to explain the issue beforehand 
receiving the questionnaire. (Kyselylomakkeen laatiminen 2010) 
 
The appearance of the questionnaire was retained simple by beginning with an introduction 
to the subject and presenting guidelines how to respond. The responding should not take 
longer than 15 to 20 minutes in postal surveys because the willingness to answer in a 
questionnaire decreases if the answering takes longer; in consequence replying to this 
questionnaire took only five to ten minutes. Finnish language was used rather than English in 
order to eliminate the language problems. In some cases translation in Swedish language 
might be necessary according to KvantiMOTV (Kyselylomakkeen laatiminen 2010), however in 
this case all of the respondents native language was Finnish, as a result the previous 
procedure was unnecessary. Respondents where only classified on the basis of their current 
working location, the job description and employment length in Pohjola Group. The applied 
theory of questionnaire proposed implementing simple questions in the opening in order to 
give a positive image regarding the survey. Questions were also organized logically; the 
questions concerning the same issue would be concatenate as recommended in the 
guidelines. (Kyselylomakkeen laatiminen 2010) 
 
The scale was created from options one to five; 1 meaning completely disagree, 2 partly 
disagree, 3 partly agree, 4 strongly agree and 5 undecided. Rensis Likert originally created 
this measurement scale, the spectrum is also known as Likert scale. Though the original scale 
did not include “undecided” option it was added under instructions. Undecided was placed as 
fifth option because, as stated by KvantiMOTV (Kyselylomakkeen laatiminen 2010), placing 
the undecided option in the middle usually gathers more answers than when it is positioned in 
the end. (Kyselylomakkeen laatiminen 2010 and Mittaaminen: Muuttujien ominaisuudet 2007) 
 
Open-ended questions were only used to explain the previous questions certain type of an 
answer, however the final question was placed for feedback purpose. Additional questions 
were either ticking a square or evaluating an action through a grade between four and ten, 
four being the lowest grade and ten the highest. Other questions would involve ticking a 
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square corresponding best with the opinion of the responded. (Kyselylomakkeen laatiminen 
2010 and Mittaaminen: Muuttujien ominaisuudet 2007) 
 
According to Vehkalahti (2008) the response percentage is one of the researches reliability 
indicators. The number of replies in comparison with the sample describes how many people 
chosen to the sample from the population replied for the questionnaire. The sample size is 
chosen thus it can represent the population whereas the response percentage is low it might 
be questionable that do the results represent the total population. In accordance with 
Vehkalahti a typical questionnaire response percentage today are below 50%. In 
circumstances where the respondent percentage is only 10% of answers from the sample, the 
sample does not represent the population anymore. Nevertheless the response percentage is 
important to publish in order to clarify whether the research is reliable. Considering this 
research the sample size was 47 and the total responses received was 27. The response 
percentage within this research is (27 / 47) x 100% = 58%. Consequently the response 
percentage is higher than the average and it supports the reliability of this research. 
(Vehkalahti 2008, 44) 
 
3.3 Measurement tool 
 
The Questionnaire in Appendix 1 and introduced above was used as a measurement tool for 
quality of the processes. The purpose was to describe the quality of the processes through the 
corporate bank employee’s satisfaction by creating a questionnaire. The questions focused on 
the following subjects in example; services & the processes, the expectations, amount & need 
for training, the Trade Finance unit, the availability of information regarding the services, 
ability to contact the employees of Trade Finance and levels of usage. The respondents were 
divided by three variables; the location of the working place, job description and employment 
length.   
 
After receiving responses the next phase was to analyze the results. Analyzing method was 
selected after receiving the results. Chi-Square was the first considered test. The test is not 
limited to the amount of variables and it could be used to measure are there differences’ in 
opinions towards Trade Finance distinctive in the corporate banks. The purpose is to find out 
whether the classification variables distribution is random or in accordance with a specific 
predictable distribution. However the problem regarding this test is that it requires minimum 
of five frequencies in a group, though if the number of groups is larger than two, 20% of the 
total groups could be expected to have less than five frequencies. The Chi-Square test would 
not be suitable for this research because the amount of groups with lower frequencies than 
five turned out to be more than 20%. (Metsämuuronen 2004, 44 – 46) 
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Fishers exact test was the following analyzing method sampled. Fishers exact test would 
create a correspondence table that could consist of larger tables than the regular 2 x 2, for 
instance 2 x 3 or 2 x 4, which could in this case be used. The purpose is to divide the opinions 
into two groups: positive- and negative -opinions. Whereas strongly disagree and partly 
disagree would be negative opinions and partly agree & strongly agree positive. The different 
groups could then be correlated against each other to discover are there any differences in 
the distribution of opinions. Fishers exact test could also be used with minor sample sizes. 
The problem turned out to be the undecided answers, as these are not either negative or 
positive. (Metsämuuronen 2004, 134 – 135, 141 – 147) 
 
According to KvantiMOTV (Kyselylomakkeen laatiminen 2010) the missing data or “undecided” 
opinion can be dealt with various options. Simplest is to remove all of the respondents who 
have either answered undecided or chosen not to answer in a particular question. Other 
options are to use an average for “undecided” or missing answers. Also using group-average 
where average between the people within the same group would be used. However the 
average-method would effect on the reliability of the test as the dispersion of the test 
decreases, similar difficulty with the group average. Removing all of the respondents who had 
provided an undecided answer would not be an option either since the amount of respondents 
would turn out to be narrow. In addition removing the problematic questions, which had 
gathered undecided answers is one option as well though this could not be used either and 
there were too many questions with undecided answers and removing all of them affects 
negatively to the measurement tool causing it to be unreliable to make any conclusions. 
(Metsämuuronen 2004, 134 – 135, 141 – 147 and Puuttuvat havainnot 2003) 
 
The undecided answers generated a difficulty and there had to be an analysis, which could 
comprehend these responses as well because the solutions previously introduced covering 
undecided answers were not applicable to this research. The solution was discovered from 
correspondence analysis Euclidean distance. In addition Chi-Square belongs to correspondence 
analysis category, but as elucidated previously the sample size was not sufficient, as a result 
Euclidean distance was selected. Correspondence analysis visualizes the relationships 
between different groups. The undecided responses would not create a difficulty because 
these could be involved into the graphs by describing the groups whom had provided most of 
the undecided responses to a certain question. Consequently there would not be a 
requirement for dividing the answers to negative or positive and undecided replies could be 
presented in the same approach as “strongly agree” for example. Euclidean distance is 
introduced in the following chapter. Nevertheless the final assessment was performed with 
PAWS, formerly known as SPSS, statistical tool. (Vehkalahti 2008, 183) 
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3.4 Euclidean geometry 
 
Euclidean geometry originates to year 300 before Christ into Alexandrian Greek 
mathematician Euclid and the creation “The thirteen books of the Elements”. Euclidean 
geometry is a part of geometry, which refers to levels and three-dimensional space exploring 
geometry, however the term Euclidean is also applied when exploring spaces that consist of 
more than three dimensions. Euclidean geometry consists of five axioms. (Euclidean geometry 
2013 and Weisstein 2013) 
 
1. Any two points can be connected with a straight line. 
2. Any given segment can be continued an infinite number. 
3. A circle can be drawn for any line segment thus the line segment is the circles radius 
and line segments another final point is the circles center. 
4. All the right-angels are equal size. 
5. If two straight lines cross a third straight line and the inner two angels sum is less 
than two right angles so these two straight lines cross inevitably each other on the 
third lines side where are the angles’ less than two right angles, if the lines are 
continued infinitely. 
(Euclidean geometry 2013 and Weisstein 2013) 
 
The fifth axiom is often referred as parallel axiom and it was questioned until 1800 that the 
fifth axiom is a consequence from the other four. The Euclidean distance used in this thesis as 
an analysis method, refers to the distance of two points in the Euclidean space. The distance 
concerning two points is the length of the line between them. The Euclidean three space 
dimension the distance between points (x1, y1, z1) and (x2, y2, z2) is d = √[(x2 - x1)2 + (y2 - 
y1)2 + (z2 – z1)2]. Generally the distance between x and y in the Euclidean space can be 
calculated with an equation illustrated in Figure 1. 
(Euclidean geometry 2013 and Weisstein 2013) 
 
 
 
 
In this thesis the Euclidean distance is used through PAWS statistical program, which 
produced the graphs illustrated in chapter 6 Analysis. The shorter the distance between two 
points the greater the correspondence between them. In practice the Euclidean distance 
delivers responses when correlating two variables in contrast to each other. For instance 
paralleling the employment length from less than a year, 1 – 3 years, 4 – 10 years and over 
Illustration 1: Distance Figure 1: Distance 
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ten years to question one’s options; strongly disagree, partly disagree, partly agree, strongly 
agree and undecided. Through Euclidean distance we can draw a graph to illustrate the 
distance between employment length; less than a year for instance, and describe the 
distribution of opinions inside this group. Considering such employees have replied principally 
“strongly disagree” into question 1, consequently the distance between two points x “Less 
than a year” and y “strongly disagree” would be shorter compared to other responses such as 
“partly disagree”. In brief Euclidean distance portrays various respondent groups 
correspondence between the distributions of responses into a question. (Euclidean geometry 
2013 and Weisstein 2013) 
 
4 Service description 
 
Pohjola Bank Plc provides comprehensive variety of banking services for foreign trade. There 
are three different units that manage foreign banking services, these are; Markets, Cash 
Management and Trade Finance. More detailed description of Trade Finance is offered further 
in section 4.1 Trade Finance. A stated previously Pohjola Bank is in charge of international 
banking services in the whole OP group thus all the other over 200 independent cooperative 
banks only deliver services that are actually implemented in Pohjola Bank. Before any 
descriptions can be provided some terms need to be explained. (OP-Pohjola-Ryhmä lyhyesti 
2012 and  Ulkomaankaupan Pankkipalvelut 2011) 
 
• SWIFT, Society for Worldwide Interbank Financial Telecommunications. This is an 
electronic grid for banks to exchange information. 
 
• IBAN, International Bank Account Number. Brought in use in 2002 in global payments. 
IBAN is created by involving in the beginning the country code, such as FI in Finland, 
United Kingdom GB or Switzerland CH, including two number checksum. The 
preceding part comes from the actual domestic account number. 
 
• SEPA, Single Euro Payments Area. SEPA area covers 31 countries including all the EU 
Countries, Iceland, Liechtenstein, Norway and Switzerland. 
 
• Banks cost policy terms. There are three options: SHA, OUR, BEN. SHA stands for 
sharing the costs thus payer and receiver pay their own banks charges. OUR means 
that the payer is responsible with all of the charges. BEN indicates that the recipient 
pays all the charges – opposite of OUR. 
(Ulkomaankaupan Pankkipalvelut 2011) 
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Pohjola Bank’s international services consist of the following: methods of payment for foreign 
trade, cash management services for companies practicing foreign trade, financing of foreign 
trade, bank guarantees in foreign trade, Finnvera’s export guarantees and managing risks in 
foreign trade. Pohjola also maintains units abroad in Estonia, Latvia, Lithuania and a 
representative office in Russia St. Petersburg. The services offered through unit’s abroad 
involve mainly collateral funding solutions such as associate funding and leasing. Pohjola Bank 
has also membership in the Unico Banking Group. (Ulkomaankaupan Pankkipalvelut 2011) 
 
Methods of payment for foreign trade incorporate services utilized for importing and 
exporting goods or services. These foreign payment services consist of following; payment 
orders & cheques, international cheques and documentary payments comprised from 
collection and documentary credit. The documentary payments are introduced more 
distinctively further in chapter 4.3. (Ulkomaankaupan Pankkipalvelut 2011) 
 
Cash Management services involve for instance: a corporate account, consolidated account, 
foreign currency account, fixed term currency investment account, preliminary information 
on incoming foreign currency payments and payments from a domestic account. The Cash 
Management services also include UniCash services, cooperation with Swedbank, services of 
other cooperation banks and managing a foreign account. UniCash membership guarantees 
services in 25 countries and 27 different banks through Europe and United States of America. 
These services contain opening an account to a foreign bank and ability to control the 
account from Finland through banking software. Cooperation with Swedbank or other 
cooperative banks offer extended services over UniCash membership in these banks. Managing 
a foreign account with the OP Bank software is possible if the foreign bank operates through 
SWIFT network. (Ulkomaankaupan Pankkipalvelut 2011) 
 
Financing the foreign trade is included in Pohjola banks selection of international services. 
There are different types of financing, such as short term financing denominated in foreign 
currency with two possibilities, either short them foreign currency credit or financing limit. 
Financing of export receivables by working capital financing is one solution. Other services 
consist of; knowing your buyer through Pohjola Banks reporting system, efficient debt 
collection, service pricing, discounting export documentary credit receivables and forfaiting. 
(Ulkomaankaupan Pankkipalvelut 2011) 
 
Bank guarantees in foreign trade are: accessory guarantee, on demand guarantee, direct or 
indirect guarantee. Guarantees related to export trade comprise from: big bond – tender 
guarantee, advance/repayment/downpayment guarantee/bond, performance bond/guarantee 
& maintenance guarantee, warranty period guarantee, retention money bond, warranty bond. 
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Guarantees related to import trade are; payment guarantee, guarantee for a payment of a 
bill of exchange or aval and other guarantees. (Ulkomaankaupan Pankkipalvelut 2011) 
 
Finnvera’s export guarantees entail: finance guarantee, buyer credit guarantee, credit risk 
guarantee, investment guarantee, bond guarantee and letter of credit guarantee. 
(Ulkomaankaupan Pankkipalvelut 2011) 
 
Hedging against risk in foreign trade comprehends solutions to decreasing or avoiding risks in 
international commerce through Pohjola Bank’s foreign trade services. These risks are 
exchange rate risk, balance sheet risk, transaction risk, financial risk and interest rate risk. 
For these risks Pohjola provides different solutions explained further. However exchange rate 
risk could be managed through a foreign exchange position calculation. There are also 
internal hedging measures; matching, changing the payment cycle, spreading currency flows, 
foreign exchange clauses, selection of the contract currency and contract in euros. External 
hedging methods for example financial hedging; foreign currency accounts, credit 
denominated in foreign currency, forward transactions, currency futures contracts, interest 
and currency swaps and currency option. In example hedging against interest rate risk can be 
managed by forward rate agreements and interest swaps. (Ulkomaankaupan Pankkipalvelut 
2011) 
 
4.1 Trade Finance 
 
As stated earlier Trade Finance is one of the three units in Pohjola Bank managing 
international banking services. Trade Finance employs 39 people and it consists of four sub-
units, these are: sales & sales support, service processes & standard of activity, large 
corporate and institutional clients and field, independent cooperative member banks and 
Baltic. Trade Finance services consists of bank guarantees in domestic trade and foreign 
trade, documentary credits (import & export, standby and discounting), collection and 
forfaiting. Trade Finance offers solutions against hedging risk in foreign trade; primarily risk 
evaluation, hedging against risks, tailored financing solutions, product trainings, Internet 
services and dividing risk with a partner. Trade Finance also provides guidance, counseling, 
sales and sales support for its customers. These services are provided generally for companies 
operating globally by exporting or importing. In addition collaterals are offered to companies 
operating in their home country, especially to construction businesses. (Trade Finance 2012. 
Trade Finance  OP-Pohjola-ryhmässä 2011) 
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4.2 Bank guarantees 
 
Bank guarantee signifies that the bank is committed for a monetary responsibility on behalf of 
its customer guaranteed for a foreign or domestic beneficiary. The bank guarantee can be 
applied in both directions when importing on exporting. The merchant can either request a 
bank guarantee from the foreign contracting party in order to ensure the fulfillment of 
contractual obligations or the foreign partner can demand a bank guarantee on behalf of the 
merchant. The trader should operate with a bank in order to ensure the guarantees validity. 
Guarantees vary depending on are we dealing with import or export, however there are three 
basic types: accessory guarantee, on demand guarantee and direct or indirect guarantee. 
(Ulkomaankaupan Pankkipalvelut 2011) 
 
Accessory guarantee granted on behalf of the guaranteed party is, if granted to a national 
beneficiary, generally a pledge as for own debt, accessory to the primary commitment. In this 
circumstance the beneficiary of the guarantee has in this type of bond, right to request an 
expired receivable either from the guaranteed party or directly from the bank contributing 
the guarantee. The bank grating the guarantee has the opportunity to submit a similar 
demand, as the guaranteed party has, towards the beneficiary. (Ulkomaankaupan 
Pankkipalvelut 2011) 
 
The most applied guarantee obligations in global trade are on demand guarantees. On 
demand guarantee indicates that the bank cannot decline a payment request if the demand 
submitted is formally correct. In this circumstance bank is obliged for a payment on the basis 
of the contract on beneficiaries request without further investigating has the guaranteed 
party perpetrated for neglecting its commitments or contravened a contract. 
(Ulkomaankaupan Pankkipalvelut 2011) 
 
Whether to apply a direct or indirect guarantee alters contingent on the circumstances such 
as the countries trading practice, rules, regulations and legislations. Figure 2 and 3 illustrate 
a process chart regarding direct and indirect guarantee. These two guarantees diverge from 
each other thus a direct guarantee is granted directly to the foreign trading partner whereas 
indirect guarantee is granted through a foreign bank for the foreign trade partner. 
(Ulkomaankaupan Pankkipalvelut 2011) 
 
Indirect guarantee is applied if direct guarantees procedure is not applicable. The bank 
delivers instructions to the correspondent bank to grant a guarantee for the foreign party 
against its counter-guarantee. The bank, which is the counter-guarantor, commences to 
reimburse the correspondent bank actin as the guaranteeing bank for the foreign party 
regarding what it has compensated on the basis of the established guarantee. However, 
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indirect guarantee is usually applied when trading with public enterprises or state-owned 
companies. The occasions for these are in the previously mentioned circumstances such as; 
countries legislation, currency regulations or the trading practices, which prevent the use of 
direct foreign guarantees. (Ulkomaankaupan Pankkipalvelut 2011) 
 
 
 
 
 
 
4.2.1 Export related guarantees 
 
Export related guarantees consist of four categories; big bond or tender guarantee, 
advance/repayment/downpayment guarantee/bond, performance bond/guarantee and 
maintenance guarantee. Big bond or tender guarantee is a guarantee that generally covers 
two to five percent of the offers value. Compensation can be granted for following reasons; if 
the exporter cancels the offer and it causes a loss, after the offer has been approved the 
exporter does not sign the contract or fails to deliver the requested performance guarantee, 
explained further, by the contract. (Ulkomaankaupan Pankkipalvelut 2011) 
 
Advance/repayment/downpayment guarantee or a bond stands for an agreement amongst the 
seller and buyer accordingly a share of the negotiated price in the deal is remunerated in 
advance. If the delivery fails to fulfill the agreed terms or is never completed the guarantee 
Illustration 2 Figure 2: Direct guarantee 
Figure 3: Indirect guarantee 
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secures the buyer by the advance payment. This type of a guarantee also qualifies financing 
in the manufacturing state for the seller. The volume of the guarantee is the same amount as 
the advance payment, fluctuating between 10 – 30% of the final delivery price. The guarantee 
is valid during the time between: agreement signed, to a delivery being made. 
(Ulkomaankaupan Pankkipalvelut 2011) 
 
Performance bond or guarantee confirms a compensation for the buyer if any loss is 
confronted because of the delivery not corresponding with the agreed terms. This guarantee 
is valid for the same period as previous advance payment guarantee. The amount of 
compensation is commonly 10 – 15% of the agreements value. (Ulkomaankaupan 
Pankkipalvelut 2011) 
 
Maintenance guarantee, warranty period guarantee, retention money bond and warranty bond 
is a guarantee that is offered for the buyer by the exporter after the delivery or work is 
completed. During the warranty time, it covers any losses occurred for the buyer if the seller, 
the exporter, fails to repair deficiencies or faults. The value of the warranty time’s guarantee 
is normally five to ten percent of the deliveries cost. (Ulkomaankaupan Pankkipalvelut 2011) 
 
4.2.2 Import related guarantees 
 
A payment guarantee can be applied in importing when the foreign merchant consents the 
Finnish importer payment time once the delivery has been finished. Generally an associated 
guarantee is applied either as a discrete guarantee for one treaty, as an aval to a bill of 
exchange agreed by the buyer or as a credit line payment guarantee. (Ulkomaankaupan 
Pankkipalvelut 2011) 
 
Guarantee for a payment of a bill of exchange or aval, is an import guarantee. Aval is 
international guarantee terminology and it denotes for a guarantee indicated in the bill of 
exchange. When the trading parties are selecting between; granting the guarantee as an aval 
or as a distinct obligation they have to clarify whether the guarantee is required for the 
payment of the bill of exchange or for the payment of the invoices concerning the treaty. 
Consequently the failure to pay a bill of exchange is managed contrarily between countries, 
depending on the local law. (Ulkomaankaupan Pankkipalvelut 2011) 
 
4.2.3 Further guarantees 
 
Guarantees can correspondingly be granted against fulfillment of various contract obligations 
for instance; laws or regulations demanded by authorities and guarantees concerning 
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financing. One additional guarantee related to import trade is bill of lading, commonly 
applied when dealing with goods that spoil quickly and when costs to store the goods in the 
customs is high. The importer can demand the goods against the guarantee; in a circumstance 
that the original bills of lading are not already at the importers use. In addition in the United 
States of America a bank guarantee may be used in order to secure the trade. 
(Ulkomaankaupan Pankkipalvelut 2011) 
 
Standby letter of credit can be categorized to on demand guarantees introduced in paragraph 
4.2 nevertheless it is a form of documentary credit. Standby letter of credit is introduced in 
paragraph 4.3.1. However a standby letter of credit is an independent treaty associated in 
the primary agreement. International Chamber of Commerce ICC uniform letter of credit 
regulations or standby letter of credit rules are applied in these types of guarantees. 
(Ulkomaankaupan Pankkipalvelut 2011) 
 
If the importer demands short-term exemption of duty or a position as a charge client from 
the custom authorities, a customs guarantee may be essential. Customs guarantee can be 
paralleled to a guarantee given for the community’s customs process. In example the 
guarantee is provided to Finnish custom authorities and it covers custom duties and further 
expenses, which the guaranteed person is obligatory for compensating, throughout the 
European Union area. (Ulkomaankaupan Pankkipalvelut 2011) 
 
The contracting parties should negotiate when signing the trade agreement, which regulations 
are applied to guarantee commitments. In order to apply such regulations they must be 
declared in the guarantee obligation. International Chamber of Commerce has announced 
Uniform Rules for Demand Guarantees (number 458), Uniform Rules for Contract Bonds 
(Number 524) and Uniform Rules for Contract Guarantees (Number 325). (Ulkomaankaupan 
Pankkipalvelut 2011) 
 
4.2.4 Legislation applied 
 
The guarantor bank’s home countries law is applied to the guarantee unless otherwise agreed 
in the guarantee contract. If applying another countries legislation, the place of jurisdiction 
may be specified as well. (Ulkomaankaupan Pankkipalvelut 2011) 
 
4.2.5 Guarantee application 
 
The guarantee application can be distributed through OP Internet service or by filling in a 
written form. Distributing the application through the Internet service is not possible without 
 33 
making an agreement, concerning the opening of such service, with the bank. OP-Pohjola 
Group recommends being in contact with the bank in the early phases when using guarantees 
or doing business internationally thus misunderstanding are not formed regarding the 
compulsory details or procedures. With the given details in the application Pohjola Bank will 
compose a guarantee engagement including a counter indemnity for the guarantee to be 
signed by the customer. The client is also required to give a collateral for the bank, 
consequently with the counter indemnity and a collateral the bank covers the financial risk 
taken on behalf of its customer. In such case the guarantor bank requires the customer to 
repay the commissions from the guarantee and compensate the bank for any expenses it has 
to cover subsequently from the guarantee. The bank confirms and stipulates its right of 
recourse concerning this procedure. (Ulkomaankaupan Pankkipalvelut 2011) 
 
Trade Finance requests the following information in order to make a guarantee decision. The 
guaranteed corporations contact information: the official name, address and business ID. The 
guarantee beneficiaries’ names, address, fax number and a possible contact person. A copy of 
the main contract, for instance the order, agreement, order agreement, pro-forma invoice or 
debt instrument as in agreement. Information concerning the guarantee including the subject 
of the guarantee, the currency applied, the quantity of the guarantee and the period of 
validity. The guarantees characteristics whether it is for own debt or an on demand 
guarantee. An example text in case the contract or obligation of the guarantee requires a 
specific guarantee. The bank’s connection information such as the SWIFT address is required 
if the guarantee is sent overseas through an international bank. (Ulkomaankaupan 
Pankkipalvelut 2011) 
 
4.2.6 Payment demand based on a guarantee 
 
If the beneficiary of the guarantee has any demands, these must be presented during the 
validity time of the guarantee. Demand against payment in accessory guarantees, pledged to 
own debt, are assessed by the bank through comparing it to the main contract and requesting 
a clearance from the customer concerning the legitimacy of the demand. The court solves 
ambiguous situations of the bank’s commitment for payment. In case a first demand 
guarantee is applied the bank is obliged for payment if requested assuming that the demand 
fulfills the terms applied in the guarantee. (Ulkomaankaupan Pankkipalvelut 2011) 
 
4.2.7 The cost of the guarantee 
 
A guarantee provision is collected as a percentage amount from the highest quantity of 
commitment during three months periods, in advance. In addition a delivery fee, postal or fax 
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costs and a courier fees, if applied, are charged from the client. If the guarantee involves 
using a third party international bank, such expenses will be charged as well. The common 
practice is that the guaranteed party compensates all of the charges. Nevertheless the 
trading parties can agree to divide the costs. (Ulkomaankaupan Pankkipalvelut 2011) 
 
4.3 Documentary credits 
 
Documentary- or a letter of credit is a payment type where the purchasers’ bank is 
committed for transferring the sales price for the seller if he or she presents the correct 
documents in correlation with the agreed terms of documentary credit, under the period of 
validity. The purchaser defines the terms of documentary credit on the basis of the trade 
agreement. The purchaser is guaranteed beforehand that the seller is following the terms 
agreed and will provide the specified documents approved in the terms of documentary credit 
in order to receive the payment. Consequently the buyer can verify for instance the delivery 
date and simultaneously while opening the documentary credit point out his or hers 
companies’ solvency for the seller. (Ulkomaankaupan Pankkipalvelut 2011) 
 
As a purchaser banks obligation the documentary credit protects the seller from counterparty 
risk such as buyers’ insolvency or unwillingness to pay. The letter of credit can also be 
reinforced thus the sellers own bank obligation is formed in addition to the buyers’ bank 
commitment, in addition hedging against buyers risk this type of payment protects from the 
buyers country risk and bank risk. Using a confirmed documentary credit as a method of 
payment, in exporting in example, the seller can be guaranteed in advance regarding to 
receive the payment, but only if the conditions of the documentary credit formed by the 
basis of the trade agreement can be fulfilled. Ulkomaankaupan Pankkipalvelut 2011) 
 
Several exporting corporations have determined in their risk policies to only use confirmed 
documentary credit as a method of payment when exporting goods to certain countries or 
continents. Pohjola Bank recommends exporting companies being in contact with their bank 
while negotiating a deal, concerning the banks willingness to reinforce the letter of credit 
and the expenses of this method of payment. (Ulkomaankaupan Pankkipalvelut 2011) 
 
Letter of credit is most frequently utilized when the trade relationship is new and both 
parties demand assurance regarding the second parties’ capability or willingness to follow the 
agreed rules and conditions. Letter of credit is also beneficial in such cases when the seller is 
customizing and manufacturing the product for a unique purpose or to a specific customer. 
Consequently the documentary credit is buyers bank’s irreversible obligation the seller does 
not confront the risk of buyer cancelling the trade after the manufacturing process has 
already started, especially with customized products. The documentary credit cannot be 
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cancelled or the terms modified without both parties joint agreement. Following Figure 4 
describes the diverse stages of the letter of credit. (Ulkomaankaupan Pankkipalvelut 2011) 
 
 
 
 
The letter of credit process commences by both parties forming a trade agreement. After this 
the buyer crafts a letter of credit (L/C) application for the bank. In the following stage 
buyers’ bank informs the sellers bank of the documentary credit application. Announcement 
regarding the letter of credit is provided for the seller as a third stage. The fourth step is to 
provide the documents for the sellers’ bank, which will then distribute the documents 
forward through the buyers’ bank to the buyer. When the documents have been distributed 
and confirmed correct the payment goes through the both banks and finally for the seller. 
The delivery of the goods or services depends on what has been negotiated in the trade 
agreement. As we can see the documentary credit functions only when both parties are using 
banks, which differs from direct guarantee in example. (Ulkomaankaupan Pankkipalvelut 
2011) 
 
The documentary credit agreement can only involve terms that are possible to be signified as 
completed through documents. The reason for this compounds from the fact that banks 
offering letter of credit take only action on the basis of the documents rather than the goods 
or services. If the seller indicates through documents that he or she has fulfilled the terms of 
documentary credit, the bank cannot neglect the payment by appealing to defective goods 
for instance. Banks all around the world apply the documentary credit rules formed by 
International Chamber of Commerce, enabling unified custom and interpretation in both the 
buyers and in the sellers’ bank. (Ulkomaankaupan Pankkipalvelut 2011) 
 
Documentary credits can be divided into two groups: sight documentary credit and time 
documentary credit, on the basis of the time of the payment. Sight documentary credit 
implicates the payment transferred after the seller provides the agreed documents for the 
Figure 4: Letter of credit 
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bank. The seller receives the payment earlier if the location for payment has been defined as 
his or hers own bank. Time documentary credit on the other hand is used when the seller 
grants term of payment for the buyer, after the time granted the seller receives the 
compensation. However the seller can convert the granted term of payment into cash 
payment by requesting the bank to discount the receivable on the basis of the confirmed 
documentary credit. (Ulkomaankaupan Pankkipalvelut 2011) 
 
4.3.1 Special types of documentary credits 
 
Circumstances where the seller is not the actual supplier of the goods it is possible to use a 
transferrable letter of credit. Common arrays are where the supplier uses a subcontractor 
who provides the goods for the buyer, in this type of arrangement the subcontractor is only 
functioning as a broker and the letter of credit can be transferred to the actual provider of 
the goods. The seller should negotiate beforehand concerning the transferrable letter of 
credit with the relocating bank. (Ulkomaankaupan Pankkipalvelut 2011) 
 
Standby letter of credit is a bank guarantee in the form of documentary credit wherein the 
opening bank guarantees the letter of credit beneficiary a payment on the basis of documents 
showing disregard of the contracting party within the terms agreed. (Ulkomaankaupan 
Pankkipalvelut 2011) 
 
4.3.2 Export documentary credit 
 
Consistent with Pohjola Bank the exporter is advised to present instructions beforehand for 
the buyer regarding the letter of credit terms that the exporter is certain he or she can 
fulfill. In consequence the occasions where the exporter is not capable to agree the terms of 
letter of credit is avoided. The instructions for the letter of credit terms can be distributed 
through Pohjola Bank for the buyer. At the same time the buyer can provide these 
instructions for his or her own bank when opening the Letter of Credit. (Ulkomaankaupan 
Pankkipalvelut 2011) 
 
Directly after Pohjola Bank has obtained the letter of credit issuance the creditability is 
verified and the exporter is informed. After the announcement, the exporter is requested 
promptly to check the letter of credit terms and conditions in order to confirm that the terms 
correspond with the trade agreement. If the terms are diverse or the exporter is not able to 
fulfill the requested conditions the buyer should, without delay, be informed thus the 
conditions and terms can be revised through the buyer informing his or her own bank. Letter 
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of credit is the only secure method of payment when the seller can accomplish the requested 
stipulations. (Ulkomaankaupan Pankkipalvelut 2011) 
 
The following issues should be at the minimum checked before agreeing the letter of credit 
terms. First thing is to ensure that the validity period is long enough. If otherwise agreed the 
documents have to be delivered for the bank in 21 days after the shipment day and before 
the due date of the letter of credit at the latest. The documents, which are required, must 
be provided in the agreed form. The details of the delivery such as the shipment day, location 
and the delivery have to be made within the demanded circumstances by the letter of credit. 
If the goods are supplied in various batches, such delivery type has to be acceptable in 
accordance with the letter of credit terms. The value of the documents does not overdue the 
letter of credits amount. If the documentary credit has been opened by approximate amount 
a 10% difference to both directions is allowed. After the goods have been delivered the 
exporter presents the documents to Pohjola Bank, which then confirms the papers to match 
the letter of credit terms. The exporter obtains the payment in accordance with the 
obligation of the issuing bank and the possible confirming bank. (Ulkomaankaupan 
Pankkipalvelut 2011) 
 
4.3.3 Letter of credit documents 
 
As stated earlier International Chamber of Commerce has formed unified documentary credit 
regulations thus all of the banks around the world have combined guidelines when dealing 
with such method of payment. The current rules of documentary credit have been published 
in 2007 and are the publication number 600. Since the bank is obliged for payment if the 
documents correspond to the letter of credit terms, further caution should be directed while 
reviewing such documents. According to Ulkomaan Pankkipalvelut (2011) the banks draw 
attention especially to the four following matters: commercial invoice, transport documents, 
insurance policy / certificate and draft. (Ulkomaankaupan Pankkipalvelut 2011) 
 
When inspecting the commercial invoice bank ensures that the beneficiary of the 
documentary credit is the seller and the charge is designated for the opener, the buyer, of 
the documentary credit. The currency used must be equivalent for the currency specified in 
the letter of credit. The portrayal of the merchandises has to match in to the description of 
the documentary credit. (Ulkomaankaupan Pankkipalvelut 2011) 
 
The regulations articles 19 – 27 of the letter of credit describe the requirements for approving 
each kind of transport document. Anyhow the following facts should be encompassed with 
every transport documents. (Ulkomaankaupan Pankkipalvelut 2011) 
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• The description in the transport documents and the bill need to correspond with each 
other. 
• The transport document is referred to a party specified in the documentary credit. 
• The transporter ought to endorse the order bill of lading. 
• The notification address is consistent with the terms and conditions of the 
documentary credit. 
• The transport documents do not possess any markings concerning the goods or 
packaging being faulty. 
• The terms in the letter of credit have to in detail permit the shipping of the 
merchandise on deck if transported such way. 
• The note of payment of the fright rate is consistent with the terms and conditions of 
the documentary credit and delivery clause within the transport documentary. 
(Ulkomaankaupan Pankkipalvelut 2011) 
 
The article 28 of documentary credit rules deals with conditions of acceptance concerning the 
insurance certificates & policies. (Ulkomaankaupan Pankkipalvelut 2011) 
 
• Whether the insurance document or policy has been given in several copies of the 
original all of them must be presented. 
• Whether the documentary credit involves insurance certificate or evidences 
concerning the presence of such the insurance policy is acceptable instead. 
• The delivery date of the insurance document can be at the latest the transport 
documents designated date of the shipment, delivery or takeover date. 
• The insurance document parallels in currency within the documentary credit. 
• Without otherwise agreeing the smallest amount of insurance is either 110% of the 
quantity of the documentary credit or the gross total of the charge or CIF (Cost, 
insurance and freight) & CIP (carriage and insurance paid to) value added 10%. 
• The insurance has to cover all of the risks stated in the letter of credit. 
• The documents of insurance can include an indication to any possible limitation. 
• In case the insurance has been subjected to the exporter there has to be a 
confirmation unless the terms and conditions of documentary credit stipulate else. 
(Ulkomaankaupan Pankkipalvelut 2011) 
 
Matters regarding the draft are following. 
 
• The drawer and transferor is the beneficiary of the documentary credit. 
• Instructions are followed when creating the draft. 
• The quantity and currency are uniform with the bill. 
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• The draft relates to the letter of credit. 
• The draft is designated for the party mentioned in the documentary credit. 
(Ulkomaankaupan Pankkipalvelut 2011) 
 
It is important to note that all of the documents need to correspond with each other and 
there cannot be any conflicts. The documentary credit has to stipulate all of the other 
documents required additionally to transport and insurance documents and their issuer, 
contents or format. (Ulkomaankaupan Pankkipalvelut 2011) 
 
4.3.4 Import letter of credit 
 
Importer can provide an assignment for the bank about the letter of credit by two 
alternatives, either through a web service or by filling in a letter of credit application. 
However the usage of the web service requires an agreement with the bank as stated 
previously, besides the web service, it is mandatory to activate document payment services 
as well. The letter of credit application on the other hand has to involve the following facts; 
detailed specification of the form and terms used in the documentary credit, including the 
viable terms of payment, period of validity, documents and transfer clause. Guidelines of the 
letter of credit application must correspond with what has been agreed in order to avoid 
unnecessary modifications though the documentary credit is discrete from the original trade 
agreement. The conditions of the agreement can be clarified by attaching following 
documents to the application; proforma invoice, order endorsement or other various 
documents dealing with the agreement. (Ulkomaankaupan Pankkipalvelut 2011) 
 
The import letter of credit is an obligation for payment on behalf of the company from the 
bank, it is processed as it was a regular credit assessment; therefore this type of payment 
requires adequate collaterals from the company for instance. If the buyer uses the previous 
payment method frequently, an import documentary credit line fastens the procedure. The 
bank expenses are collected after the correct letter of credit documents that follow the rules 
and regulations are presented, however when dealing with documentary credit involving 
payment time the expenses are collected two bank days before the due date. The buyer 
endures the currency risk if the letter of credit is uncovered. Covered letter of credit on the 
other hand indicates for a letter of credit that has already been paid by the buyer during the 
opening stage as a collateral. The payment will not move abroad until the seller has proven it 
has met the commitments required by the terms and conditions of the documentary credit. 
Subsequently a covered letter of credit hedges the currency risk. (Ulkomaankaupan 
Pankkipalvelut 2011) 
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Letter of credit creates expenses to both parties banks; the buyers and sellers, thus it is 
recommended that the partners negotiate the matter of sharing the costs. According to 
(Ulkomaan Pankkipalvelut 2011) the International Chamber of Commerce rules the buyer, 
whom is the ordering person, is accountable for the expenses. However most common 
practice is that the trading partners compensate for their own bank costs. In example the 
seller can grant a cash discount for the buyer to cover his or her bank expenses of the 
documentary credit. (Ulkomaankaupan Pankkipalvelut 2011) 
 
4.3.5 Discounting export documentary credit receivables 
 
If the exporter has contracted payment time for the buyer but desires the cash payment 
directly, there is a possibility to discount the receivable based on the official documentary 
credit. The previous procedure is possible only if the exporter portrays credit conform 
documents involved in the documentary credit for the bank after delivering the goods for 
instance. However discounting creates additional costs to documentary credit charges, the 
discounting fees consist of buying rate of the credit currency on the euro market and a 
management fee as well. (Ulkomaankaupan Pankkipalvelut 2011) 
 
4.4 Collection 
 
Collection is also a type of documentary payment such as the previously introduced 
documentary credit. The documentary credit ensures that the seller, whether its Cash Against 
Documents (CAD or C/D) or Cash Against Acceptance (C/A), can confirm that the buyer 
cannot reach the documents to be collected without paying the collection or accepting a bill 
of exchange formed by the seller. For instance marine transport bills of lading are documents 
that authorize the possessor to receive the merchandise.  The exporter, after sending the 
original bills of lading for collection, can be confirmed about the buyer not reaching the 
documents that give the right for the goods without accomplishing the agreed terms first. 
From the buyers point of view the collection documents assure that the merchandise are en 
route, however he or she can wait for the arrival of the goods and then accept the bill of 
exchange or implement the payment. (Ulkomaankaupan Pankkipalvelut 2011) 
 
Bill of exchange in collection stands for payment time granted by the seller for the buyer, the 
buyer receives the documents after accepting conditions and terms of the bill of exchange. 
The seller can also request a collateral concerning the payment on the expiration date by 
demanding a guarantee regarding the payment of the bill of exchange. The following type of 
guarantee is an aval, which is conceded as a term by the buyers’ bank before obtaining the 
documents. While applying such a guarantee the buyer is obligated for negotiation with the 
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bank thus an aval involves collaterals from the buyer as being an agreement for payment from 
the bank. (Ulkomaankaupan Pankkipalvelut 2011) 
 
The following Figure 5 presents the process chart for collection. Before the commission for 
the bank both parties’, seller and buyer, ought to have a trade agreement between each 
other. The first phase is that in this case the seller will make a commission for the bank 
including the documents to be delivered for the buyer. Bank will send the commission 
including documents on the basis of instructions given by the seller. The buyers’ bank will 
make an announcement for the purchasing party concerning the collections arrival. The buyer 
has two options; either request changes or accepts the payment or the bill of exchange. If the 
purchasing party agrees, the documents will be delivered for him or her in order to receive 
the goods. If the buyer accepts the terms the payment will go forward from his or her bank to 
the sellers bank and from there to the seller. However, if the seller grants terms of payment 
for the buyer, the compensation will be scheduled forward to the due date. Import- and 
export collections are specified in the following paragraphs. (Ulkomaankaupan Pankkipalvelut 
2011)  
 
 
 
 
If using a collection it is important to understand that receiving the payment is always 
dependent on the buyer’s ability and willingness to pay. Banks do not take legal actions 
concerning the collection of the payment. International Chamber of Commerce has formed 
unified rules regarding collections, which define the banks requirements and policies 
throughout collection assignments. The following collections international terms and 
conditions regarding the collections are documents against payment (D/P) or documents 
against acceptance (D/A). D/P stands for the possibility to reclaim the documents only 
against cash payment. D/A on the other hand comes from the seller granting term of payment 
on behalf of accepting a bill of exchange. Accordingly the expiration date of the bill of 
exchange has to be clearly announced. (Ulkomaankaupan Pankkipalvelut 2011) 
 
Figure 5: Collection 
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4.4.1 Export collection 
 
The export collection process begins by providing the bank a written commission regarding 
the collection and all of the commercial documents in accordance with the delivery of the 
goods. The commission is required to correlate with the trade contracts agreement about the 
payment. Before the delivery process, the exporter is recommended to confirm the buyers’ 
countries conditions in relation to the documents. Such information can be acquired through; 
Finpro, the buyer, buyer’s bank or agent and the embassy of the buyers’ country. 
(Ulkomaankaupan Pankkipalvelut 2011) 
 
After receiving the documents the bank will verifies whether it has received all of the papers 
stipulated in the original commission. However banks do not investigate whether the 
documents are correct or not. It is vital that the exporter provides the bank adequate and 
unambiguous instructions to take care of the collection. In order to expedite the process the 
exporter should announce in the trade contract the buyer’s bank information precisely. 
(Ulkomaankaupan Pankkipalvelut 2011) 
 
If in contact with the collection, term of payment is granted against buyers’ acceptance of 
the bill of exchange it is notable to provide protest guidance in case the purchaser does not 
pay the invoice in the due date. In order to receive the collections transaction without delay 
precise settlement guidelines should be provided. (Ulkomaankaupan Pankkipalvelut 2011) 
 
The figure 5 Collection process chart describes the different steps that ought to be taken in 
export collection as examining the chart through the sellers’ point of view. The exporter will 
provide the signed written commission including the commercial documents to Pohjola Bank. 
Pohjola Bank will forward the commission including the attached documents for the colleting 
bank. The collecting bank will give notification for the buyer (importer) and receive a copy 
from Pohjola Bank about the commission. As stated earlier the buyer has two options; make 
changes or accept the collection, anyhow all of the changes must be done through the bank. 
After the buyer has redeemed the documents, the collecting bank will account the receivable 
to Pohjola Bank according to (Ulkomaan pankkipalvelut 2011) the terms and conditions of the 
collection. The bank will compensate the revenue, after taking the possible expenses of agent 
use or bank for instance, for the account announced by the exporter. Pohjola Bank will follow 
the payment and if necessary request information from the collecting bank regarding the 
payment condition and provide such information for the exporter. Pohjola Bank will announce 
the acceptance of a bill of exchange with a term of payment as soon as it receives the 
information of approval. (Ulkomaankaupan Pankkipalvelut 2011) 
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4.4.2 Import collection 
 
The Figure 5 Collection process chart provides a general description of the collection from the 
importers point of view. However if it has been agreed in the trade negotiations to use 
collection as the payment type the Finnish importer should present the precise banking 
contact information for the seller to ensure that the collection is directed without delay to 
the correct location. The following international contact information of Pohjola Bank is: 
Pohjola Bank plc, P.O. Box 308, FI-00013 POHJOLA, Finland, SWIFT OKOYFIHH. 
(Ulkomaankaupan Pankkipalvelut 2011) 
 
If the delivery terms are documents against payment, the documents should be redeemed 
when presented. Most commonly the collection is paid only after the goods have reached 
their final location. In order to evade problems the trade contracts D/P term should be 
reinforced by agreeing the payment time more precisely for instance when the merchandise 
has arrived or the documents are offered. After Pohjola has received a commission of 
collection from a foreign bank it will send a written announcement for the beneficiary. If the 
importer notices that the collection does not correspond the terms agreed with the seller, 
the importer should immediately be in contact with the selling party thus possible 
instructions for change can be delivered for the bank, which forwards them to Pohjola Bank. 
In case the collection correlates the trade agreement the importer can recompense the 
collection by providing a mandate for Pohjola Bank to charge the collections amount from its 
account. After charging the collection or accepting the bill of exchange the importer receives 
the documents concerning the delivery from the bank, followed by the instructions given by 
the seller in the collection commission. (Ulkomaankaupan Pankkipalvelut 2011) 
 
4.4.3 The cost of the collection 
 
The collection generates expenses in sellers as in buyers bank and it is recommended to agree 
about the costs in the payment terms of the trade contract. As stated previously the general 
custom is that both parties disburse their own costs. The commission presented for the bank 
by the seller, can involve a term that the documents will not be distributed for the buyer 
unless he or she compensates the collections expenses. However such term should relate to 
the settled trade agreement. In case the seller does not provide instructions regarding the 
expenses the buyer can according to (Ulkomaan pankkipalvelut 2011) the International 
Chamber of Commerce rules deny the payment of expenses. In such case the costs are left for 
the opener of collection to deal with, in this case the seller. Banks charge the collections 
costs according to their service charge catalogue. (Ulkomaankaupan Pankkipalvelut 2011) 
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4.5 Forfaiting 
 
Forfaiting belongs to the category of financing foreign trade. Forfaiting is advantageous when 
the exporter has granted terms of payment for the importer but aspires a cash payment 
instead. The exporter can oblige a promissory note or a bill of exchange as an assertion 
document from the buyer, which has the buyers’ banks guarantee or aval. The exporter will 
sell the delivered bills of exchange approved by the buyer for the bank that will, without 
right of recourse towards the exporter, purchase them. The bank, through discounting their 
nominal value to the current value, buys the bills of exchange. (Ulkomaankaupan 
Pankkipalvelut 2011) 
 
The expenses such as forfaiting costs and discount rate are influenced by euro markets buying 
rate of the credit currency, the margin of the bank (contingent on the guarantor of the bill 
and its home countries possible political and commercial risks for example), the quantity of 
supplementary days (reliant within the banks know-hows of the traffic flow of payments 
regarding the buyers country) and a invoice detailed managemevnt expense. The following 
Figure 6 represents the forfaiting’s process map. (Ulkomaankaupan Pankkipalvelut 2011) 
 
 
 
 
The exporter should be confirmed before signing the trade contract that the bank is prepared 
and willing to purchase the bills of exchange associated with the imbursement of the contract 
value thus receive a purchase engagement. The trade agreement should specify the payment 
terms precisely and agree the required documents. The delivery of the goods should not 
proceed until the buyer provides an accepted bill of exchange guaranteed by the bank. The 
buyers’ bank will give a guarantee for the buyer and a promissory note is delivered for the 
exporter. Following the delivery the exporter will provide the delivery documents and bills of 
exchange related to the trade for the bank. The exporters’ bank will recompense the 
exporter the value of the bills of exchange minus the discounting expenses without the right 
Figure 6: Forfaiting 
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of recourse towards the exporter. The exporters’ bank will collect the payment on the due 
date of the bill of exchange either from the buyer or the guarantor, buyers’ bank. 
(Ulkomaankaupan Pankkipalvelut 2011) 
 
4.6 Managing risks in foreign trade 
 
One of Trade Finances service assemblage consists of risk management services. Trade 
Finance can provide solutions to risk evaluation, protecting against risks, tailored financing 
solutions, product trainings, Internet services and diving the risk between partners. By 
beginning with risk evaluation, it consists of evaluating the country- and or the bank risk. 
However Trade Finance targets at inspecting the international trade exclusively thus 
transaction risks are covered as well. Transaction risks on the other hand involve partner risk 
and currency risk. Protection against various risks involves using Trade Finances services, such 
as collaterals or documentary credits. However Trade Finances services do not cover all of 
the risks in example the previously mentioned currency risk therefore Trade Finance 
cooperates with other departments of Pohjola Bank, such as Markets in this case. The 
protection is achieved by arranging meetings where the services and options of Trade Finance 
are presented. Through these meetings the needs of customer can be mapped and possibly 
recommending or involving another foreign trade unit from Pohjola Bank for the actual 
trading. (Multanen E-mail discussion 26 October 2012 and Ulkomaankaupan Pankkipalvelut 
2011) 
 
Tailored financing solutions refer to case-specific tailoring of Trade Finance products 
corresponding to customers’ needs. For instance a very common situation is as follows; the 
sellers wants to receive the payment as soon as possible, on the other hand the buyer wants 
long as possible payment time. Seller’s interest is to secure the payment and the buyer’s 
interest is on securing the correct goods timely delivery. The previous occasion could be 
solved by many options, in example; documentary credit with payment time, documentary 
credit with buyer banks financing, in practice Pohjola Bank grants payment time for the 
buyer’s bank and agrees on the terms directly with the bank as well, or forfaiting. Custom-
made solutions are produced on the basis of given information provided by the customer in 
the risk evaluation. Seller and buyer countries cultural differences in payment solutions are 
strived to equalize in order that both parties are well aware of their obligations & rights and 
a trust between trading partners can be formed. (Multanen E-mail discussion 26 October 2012 
and Ulkomaankaupan Pankkipalvelut 2011) 
 
Product training is organized either for one company or several companies at the same time. 
The purpose of the trainings is to give customers insight for the Trade Finances services and 
how they could decrease the risk of their international trade for instance. Internet services 
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for companies, Corporate service-portal, are accessible through webpage www.pohjola.fi. 
Trade Finance provides its customers documentary payment web service, which includes the 
possibility to take care of import- & export documentary credits and bank guarantees. 
(Multanen E-mail discussion 26 October 2012 and Ulkomaankaupan Pankkipalvelut 2011) 
 
Dividing the risk between partners involves co-operation with other banks, for instance 
European Cooperative Banks, Unico-banks or collaboration with Finnvera. Typical case-
example is that Pohjola Banks customer uses documentary credit as payment type and is an 
exporter to fairly high-risk country. Pohjola Bank is either not able or does not want to take 
the risk all by themselves, however Pohjola Bank wants to dispense the documentary credit. 
Pohjola requests from Finnvera or other Bank to divide the risk. There are also development 
banks founded to promote trading to countries where private banks have limited their risk-
taking. Development banks are; European Bank for Reconstruction and development (EBRD), 
The African Diaspora Program (ADP) and International Finance Corporation (IFC). (Multanen E-
mail discussion 26 October 2012 and Ulkomaankaupan Pankkipalvelut 2011) 
 
5 Service quality 
 
According to Grönroos (2000) most services are complicated therefore service quality is 
inevitably a multifilament subject. What makes services complicated is the fact that they are 
constructed from processes. The distribution of these processes involves at the same time 
consumption and development, thus the two events cannot be separated entirely. Customer’s 
involvement to the development stage as well as in the consumption segment creates an 
intricate combination. Understanding how customers assess service quality is vital for a 
service distributer since this knowledge provides guidance how to control and guide the 
assessments for the preferred direction. The concept of quality is built from everything what 
customers state it is. Without defining what quality is, how customers experience it and how 
it can be improved, service quality cannot be improved. Common mistake is to compare 
experienced quality for the products or services technical aspects and consider it as the key 
themes of value. However customers generally undergo the subject more widely than just 
focusing on the technical circumstances. Consequently companies should define quality as 
customers define it. (Grönroos 2000, 98 – 99) 
 
As stated previously services are subjectively experienced processes where consumption and 
development occur at the same time. Fundamentally the customers’ experience of service 
quality consists of two dimensions: technical or result dimension and functional or process 
dimension. The companies’ image affects essentially for the undergoing of quality, 
nevertheless image is not seen as a third dimension but rather as a filter of quality 
experience, as presented in Figure 7. Result dimension is created from what customers obtain 
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by interacting with a company. It is the result of the service, the technical quality, which 
customers receive as the development process when buyers and seller’s interaction is 
finished. Companies tend to see this dimension as the distributed services total quality though 
customers’ service experience is affected also by how the technical quality or processes end 
result is distributed for him or her. (Grönroos 2000, 100 – 101 and Lecklin 1997, 100 - 101) 
 
The second dimension of processes functional quality is developed from subjects such as; how 
customer has received a service and how he or she feels about the simultaneous development 
process and consumption processes. The companies image can affect how quality in a service 
is experienced, for instance how mistakes are accepted from the company. If the image of an 
enterprise is good, customers can forgive minor mistakes. However if mistakes occur often 
the image suffers. With a negative image fault of any magnitude can affect relatively more 
than compared with a company perceived with a positive image. Good customer satisfaction 
levels cannot be achieved without fulfilling or exceeding the expectations of consumers. By 
setting the customer expectations low and then exceeding them, would be easier, however 
the interest towards a company suffers if the image is perceived poor. Then again setting the 
expectations high makes them difficult for the corporation to achieve. The recommendation 
is to balance the expectations, and set them in such level where they generate interest but 
are possible to fulfill or exceed. (Grönroos 2000, 100 – 101 and Lecklin 1997, 100 - 101) 
 
 
Figure 7: Total quality. 
 
Development of functional quality can increase the value for customers significantly by 
providing competitive edge against rivalry. However the technical quality, or the end result 
of the process, is prerequisite for good value. Customers have to accept the technical quality, 
which is dependent on the companies strategy and needs & expectation of consumers. 
Technical quality alone does not make the service valued by consumers, because if the 
functional quality deficits, the service can be seen poor anyhow. In order to make the quality 
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of the complete service high, both aspects have to be considered good. The previous two 
dimensional total quality chart presented in Figure 7 does not provide a complete 
understanding of quality because the concept of quality experience is a more complex 
process. Figure 8 incorporates the expectation of quality for the experience of total quality. 
Quality is good when the experienced quality corresponds with the expected quality. The 
expected quality depends on various factors such as: the needs and values of the customer, 
the image of the company, marketing communication and verbal communication. In a 
conclusion the experienced total quality is not only defined by technical and functional 
quality, but the space between expected and experienced quality. (Grönroos 2000, 104 – 105) 
 
 
 
 
Customers build up expectations about the service quality, however expectations are also 
affected by communication through marketing and other information channels, such as 
friends. Service quality builds up from both sides and the end result customers associate with 
their expectancies. If the expectations are set too high, by marketing for example, the 
quality can be seen as poor even if the complete service experience would be decent or even 
good. For that reason expectations need to correspond with experience. For instance 
purchasing a luxury car but the driving experience or technical quality reminds more like a 
cheap car. Conception of service being good, neutral or poor is not based only on the created 
experience by quality dimensions. (Grönroos 2000, 104 – 105 and Lecklin 1997, 102 – 103) 
 
Figure 8: Experienced total quality. 
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6 Analysis 
 
 
Figure 9: Q1 correspondence to job description. 
 
The previous Figure 9 compares the question “How familiar Trade Finances services usage or 
implementation is to you” to different job descriptions. By beginning with Corporate service 
advisors, they strongly disagree that Trade Finances service usage is familiar for them. 
Customer leaders have the highest rate of awareness towards Trade Finances service 
implementation thus majority of them partly agree in this question. Payments traffic advisors 
partly disagree to be accustomed of using the services, Payments traffic experts completely 
disagree and Payments traffic chiefs either completely disagree or partly agree. In total the 
Correspondence table in Appendix 2 displays that the highest numbers of answers are 
gathered to “strongly disagree” or “partly agree”, both options received ten answers. “Partly 
disagree” gathered four answers and “strongly agree” only three. Therefore the opinions 
towards the familiarity of the implementation and usage are more negative than positive 
considering the amount of opinions of strongly disagree compared to the strongly agree views. 
 
The following Figure 10 deals with the same question but compared to the length of 
employment in OP Pohjola Group. All of the “strongly disagree” views compounded from the 
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other groups excluding the employment of over ten years. Over ten years of employment 
approach the opinions of “partly agree”, “strongly agree” and “partly disagree”, from these 
“partly agree” is the most selected opinion. Appendix 3 describes that third of the personnel 
employed between four to ten years partly agree considering to be familiar with 
implementation and usage of Trade Finances services. Consequently the length of the 
employment seems to correlate with positive answers towards the familiarity. As a result with 
more time employed, the more likely you are to be familiar with Trade Finances services. 
 
 
Figure 10: Q1 correspondence to employment length. 
 51 
 
Figure 11: Q2 Correspondence to employment length. 
 
The Figure 11 compares the opinions of question 2 “Is there enough training and information 
concerning Trade Finance services & usage” between employment length. The different 
groups represent employees’ total experience of working in OP Pohjola group. The figure 
reveals that employees who have a background of less than a year strongly disagree or are 
undecided about receiving enough training and information. Personnel with working 
experience between one to three years, partly disagree to have enough education and 
knowledge. The next employee group, four to ten years working in OP Pohjola, does not 
provide a clear answer thus the blue circle falls in between various opinions. However the 
correspondence table from Appendix 4 illustrates that most of the employees with this 
background partly disagree or strongly disagree that there is enough training and information 
towards the services and implementation. With a background of more than ten years of 
employment, the answers tend gather into “partly agree”, though many responses also point 
to “partly disagree”. Only one answer was “strongly agree” and this came from the previous 
group with most experience. The majority of the respondents indicate that there is not 
enough training or information about the services and usage of them. The largest number of 
answers was gathered to “partly disagree”. Overall amount of negative answers was 17 out of 
27 compared to eight positive answers, which only one was “strongly agree”. 
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The following Figure 12 indicates where employees wish that they would receive information 
regarding Trade Finances services and usage of them. Trade Finance seminars were the most 
popular place to receive information with 26% of all answers, next is Opinet with 24% and 
trainings 22% replies. Although no one crossed “Other else?” option one person brought out in 
the following open question that during a case, where negotiations with the customers are 
held, is one place to receive information of the actual services and implementation.17% of 
the respondents also see the manual “Banking Services for Foreign Trade” important source 
to obtain knowledge. 
 
 
Figure 12: Q4 Preferred source to receive information. 
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Figure 13: Q5 correspondence to job description. 
 
The previous Figure 13 correlates the employees’ with different job descriptions and their 
ability to contact the right department: Markets, Cash Management or Trade Finance, 
offering foreign banking services in Pohjola Bank. Corporate service advisors strongly disagree 
to have the know-how to be in contact with the right department. Corporate service experts 
partly agree to have this capability. Most of the Customer leaders answered strongly agree to 
this question and they possess the best information when it comes to contacting the correct 
department. The correspondence table in Appendix 5 indicates that 12 people partly 
disagreed or strongly disagreed about having the capability to be in contact with the right 
division. However 13 people were the opposite by “partly agreeing” or “strongly agreeing”. 
Two people were undecided concerning this question. Nevertheless the opinions are divided 
both negative and positive, mostly between “partly disagree” and “partly agree”. In addition 
Corporate service advisors do not have the ability to contact the right department whereas 
Customer leaders possess the greatest knowledge of, which foreign services are offered by 
Trade Finance for instance. There seems to be a place for improvement thus most of the 
respondents only “partly agree” or “partly disagree” when it comes to being contact with the 
correct division, especially in the Corporate service advisors group. 
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Figure 14: Q7 correspondence to employment length. 
 
The Figure 14 above illustrates the respondent’s correspondence between different lengths of 
employment and the ability to receive help from Trade Finance employees. The blue circles, 
less than a year to three years, indicate that with a minor working background in the OP 
group, corresponds with “partly disagree” or “undecided” to easily receive help from Trade 
Finance employees. Persons with employment length four to ten years answer mostly “partly 
agree”. With more than ten years of employment, the answers approach the answer “strongly 
agree”. With longer employment in OP Pohjola group the threshold of receiving help from 
personnel in Trade Finance decreases. Undecided gathered the majority of responses, though 
as stated previously the undecided responses ascends from people with shorter employment 
length. In total half of all the other groups excluding over ten years of employment replied 
“undecided”. For exact distribution of answers see Appendix 6. 
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Figure 15: Q8 correspondence to employment length. 
 
Question 8 “Trade Finance unit employees are easy to reach” is paralleled in Figure 15 with 
the variable “Employment length in OP Pohjola group”. With shorter employment the answers 
are scattered. Undecided is the strongest answer in both groups: “less than a year” and “one 
to three years”. Other answers vary between “strongly disagree”, “partly disagree” and 
“partly agree”. However when going further to four to ten years we can clearly see that such 
employees partly agree for easily reaching the Trade Finance employees. People with over 
ten years of employment appear to have the least difficulty in contacting the Trade Finance 
personnel. Nine answers, which represent the largest group, were “undecided” regarding the 
question. Again the undecided answers ascend from groups with employment length ten years 
or less. The longer the employment period, the easier it gets to reach the Trade Finances 
personnel. Precise distribution of replies see Appendix 7.  
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Figure 16: Q9 correspondence to employment length. 
 
Correspondence Table 
I have been employed in 
OP Pohjola group  
Q9 Trade Finance unit corresponds to your expectations. 
Strongly 
disagree                                                
Partly 
disagree                          
Partly 
agree                     
Strongly 
agree                               Undecided                                                
Active 
Margin
dimension0 
Less than a year                                                 0 2 0 0 2 4 
1 - 3 years                                                      1 1 1 0 1 4 
4 - 10 years                                                     0 1 2 0 3 6 
over 10 years                                                    0 1 7 2 3 13 
Active Margin 1 5 10 2 9 27 
Table 1: Q9 Correspondence table, employment length. 
 
Figure 16 indicates how the employment length in OP Pohjola corresponds with expectations 
about Trade Finance unit. The expectations of people with employment length less than a 
year are divided between answers “undecided” and “partly disagree”. The second group “one 
to three years” employed in OP group, is scattered though the circle is closest to strongly 
disagree, however this is for the reason that it was the only “strongly agree” opinion 
provided. Employment length of four to ten years indicates closest to “undecided” but other 
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answers can be found from “partly agree” and even one from “partly disagree”. Most of the 
positive answers came from people who have had the longest employment in OP Pohjola 
group, the Figure 16 shows that such employees with longest background are closest to circles 
“partly agree” but also to “strongly agree”. Table 1 presents that the overall amount of 
positive answers regarding the met expectations were 12 from, which ten were “partly agree” 
and two “strongly agree”. Though the larger group of people answered positively to this 
question the amount of “undecided” answers is relatively large with nine answers out of 27. 
Most of the negative opinions or unawareness comes from groups with shorter employment 
than over ten years, in relation to the total amount of respondents in the group. In total the 
expectations of the Trade Finance unit are partly met or “undecided”. The employment time 
over ten years points to more positive answers when it comes to Trade Finance meeting the 
employees expectations, though as stated previously two out of 13 strongly felt that their 
expectations have been achieved.  
 
The following Figure 17 illustrates what grade from 4 to 10, 4 being the lowest and 10 the 
highest grade, respondents would deliver regarding Trade Finance unit. The largest cluster of 
answers is “EOS”, which represents “undecided” with nine answers. Grade 7 and 8 were the 
second and third biggest group receiving seven and six responses. In total the average grade 
concerning Trade Finance unit is 7,3, excluding the “undecided” responses. 
 
 
Figure 17: Q11 Grade for Trade Finance unit. 
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Figure 18: Q14 correspondence to work location. 
 
Figure 18 divides opinions to have a separate employee responsible for Trade Finance and 
other foreign department’s services in Helsinki OP Bank, between three corporate banks. The 
employees from Espoo Corporate bank were undecided concerning this matter. Most of the OP 
Corporate bank answers are “strongly agree” and second best “partly agree” to have a such 
employee. Employees form West Helsinki Corporate bank strongly agree to have a separate 
employee to take care of the foreign services, however some were undecided and some partly 
agreed. Nonetheless most of the answers in this question were either “strongly agree” with 
12 replies from 27, “undecided” with nine replies and “partly agree” with five answers. As 
illustrated in the graph, most of the unawareness of having a separate employee in charge of 
foreign banking services comes from Espoo Corporate bank. Other two banks feel more 
strongly to have an own employee responsible for foreign services in Helsinki OP Bank. 
Appendix 8 illustrates the exact distribution of opinions. 
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Figure 19: Q14 correspondence to employment length. 
 
The Figure 19 above parallels the same question, whether Helsinki OP Bank should have a 
separate employee to be responsible for foreign banking services, against employment length 
in OP Pohjola group. Personnel that have the most experience in OP group strongly feel that 
there should be an employee responsible for foreign services. Appendix 9 indicates that 
employees with shorter working experience in OP group are mostly “undecided”, though 
dispersed answers involved “strongly agree” and “partly agree” opinions as well. The most 
experienced persons, when it comes to length of employment in OP Pohjola, feel that such 
employee should be appointed. In total out of 27 respondents only one individual, 
employment between one to three years, partly disagreed concerning the matter. None of 
the respondents strongly disagreed to have an own employee responsible for foreign banking 
services. 
 
The following Figure 20 presents the usage volumes of Trade Finance services including the 
times when the services are represented to clients, correlated with various job descriptions. 
In the table we can see that the most active users are the Customer leaders, which use or 
present the services couple of times a month, whereas Corporate service advisors answer 
never to this question. These are the clearest results of this graph, however when examining 
 60 
the correspondence table from Appendix 10 other results can be obtained as well. Customer 
chiefs use the services either couple of times a month or couple of times a year. Corporate 
service experts are the third most active users by dealing with Trade Finance couple of times 
a year or very rarely. The usage levels between Payments traffic advisor, Payments traffic 
expert or Payments traffic chief is low and involve answers: “once a year”, “very rarely” or 
“never”.  
 
 
Figure 20: Q17 correspondence to job description. 
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Figure 21: Q17 correspondence to employment length. 
 
Figure 21 above describes that employees with a background of employment length over ten 
years are using and introducing the services couple of times a month or couple of times a 
year. Other answers from the same groups are; “once a week & couple of times a month”, 
“once a year” and “very rarely”. These employees are the most active users. When the 
employment length in OP Pohjola group decreases the usage and introducing levels decrease 
simultaneously. Groups between ten years to less than a years of employment enclose the 
alternative “never”, with some exceptions such as “very rarely” and “couple of times a 
year”. Accordingly to Figure 21 and Appendix 11 the most active users are people with job 
description Customer leader or Customer chief and employment length over ten years. Most 
inactive users are Corporate service advisors and employees less than ten years of working 
background in OP Pohjola group. 
 
After the Question 17 there was an open question targeted to people whom had answered 
“never” to explain more precisely why they have never used the services. From the total of 
seven people who had never used the services six provided an answer to the following open 
question. The reasons for never using the services were mostly because either the services 
were unknown or such employees have not had any customers whom had requested such 
 62 
services. One person indicated that it is uncommon in Corporate service advisor class, where 
the annual turnover is less than 400 thousand euros, that customers require foreign banking 
services. However the same person also stated that the threshold to offer these services for 
customer is great because the knowledge about the services is low. The reason for being 
employed less than a year in corporate bank was provided as a reason for never using the 
services. 
 
 
Figure 22: Q19 correspondence to employment length. 
Correspondence Table 
I have been 
employed in OP 
Pohjola group  
Q19 Trade Finance services are easy to use. 
Strongly 
disagree                                                
Partly 
disagree                                                  Partly agree                                                     
Strongly 
agree                                             Undecided                                               
Active 
Margin
dimension0 
Less than a 
year                                                 
0 2 0 0 2 4 
1 - 3 years                                                      1 1 1 0 1 4 
4 - 10 years                                                     0 1 1 1 3 6 
over 10 years                                                    0 4 7 1 1 13 
Active Margin 1 8 9 2 7 27 
Table 2: Q19 correspondence table, employment length. 
 63 
The previous Figure 22 illustrates how easy people who have been employed for different 
periods in OP group experience the usage of Trade Finance services. Most of the employees 
over ten years of employment length agree partially that the usage of the services is easy, 
although some partially disagree. The previous graph does not provide any other clear 
correlations, except 1 to 3 years and “strongly disagree” explained further, the Table 2 
Correspondence table elucidates more distinctly the distribution of other responses. The 
persons with second longest employment in OP group, 4 to 10 years, are mostly “undecided” 
though single opinions are distributed to every opinion except “strongly disagree”. Even 
though the circle of one to three years is almost identical with strongly disagree, conclusions 
cannot be made thus the correspondence table indicates that the answers regarding this 
group are very scattered. In addition this was the only opinion of “strongly disagree”. As a 
result this circle “strongly agree” is closest to one to three years of employment. Half of the 
people employed less than year partly disagree that using the services is easy and the other 
half is undecided regarding the subject. In total eight of the respondents partly disagree that 
using Trade Finances services is simple. Largest group of respondents partly agree that using 
the services is simple; however most of these people are personnel with working background 
of more than ten years. Seven of the respondents are undecided; these are mainly between 
people with less than ten years of experience to less than a year.  
 
Accordingly only two people from 27 strongly agreed that the usage is simple and these 
answers compounded from the two longest lengths of employment groups, 4 to 10 years and 
over 10 years. Largest cluster of answers gathered around the partially agree that the usage 
of services is simple, however as stated previously these are employees of over ten years of 
background. Nearly third of respondents somewhat disagreed that the usage is easy, involving 
third of the people over ten years of employment. Other groups than over ten years were 
mostly undecided whether the service implementation is simple. 
 
Question 19 followed an open question to highlight difficulties faced during the 
implementation of services. Trouble to find a right person that is responsible for the services 
was one problem highlighted by two people. The price list of services was seen hard to 
interpret and the usage was considered quite bureaucratic with several forms to fill in. The 
services were also experienced challenging to understand. 
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Figure 23: Q21 correspondence to employment length. 
 
Correspondence Table 
I have been employed in 
OP Pohjola group  
Q21 The implementation of Trade Finance services corresponds to your 
expectations. 
Strongly 
disagree                                                
Partly 
disagree                          
Partly 
agree                     
Strongly 
agree                               Undecided                                                
Active 
Margin
dimension0 
Less than a year                                                 0 2 0 0 2 4 
1 - 3 years                                                      1 0 1 0 2 4 
4 - 10 years                                                     0 1 2 0 3 6 
over 10 years                                                    0 1 9 2 1 13 
Active Margin 1 4 12 2 8 27 
Table 3: Q21 correspondence table, employment length 
 
Figure 23 compares the employment period between the opinions of the question “The 
execution of Trade Finance services meets your expectations”. Half of the employees working 
under a year partly disagree that their expectations are fulfilled, the other half are 
undecided whether their expectations are met. Employees with working background of over 
ten years in OP group partly agree that the execution stage satisfied their expectancies; 
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additionally this group is the only one where people strongly agree that their anticipations 
were fulfilled. The working background of one year to ten years are mostly undecided about 
their expectations with minor fluctuations, which can be seen in Table 3 Correspondence 
table. As stated previously only two people strongly felt that their expectations are met. Most 
of the respondents felt that their outlooks of execution phase are partly satisfied. Undecided 
gathered second largest amount of answers, however most of the unawareness compounds 
from groups that have been employed ten years or less in OP. 
 
Respondents were asked to write if the expectations over implementation of services had 
been satisfied fluctuating in an open inquiry following the previous question. Such issues were 
brought out that Opinet should also have guidelines how to explain and go through the 
different phases of the services with customer in practice thus Opinet only involved guidance 
considering the completing of forms. The amount of bureaucracy was also experienced too 
high. 
 
 
Figure 24: Q23 Fluency of Trade Finance service processes. 
 
When observing the grades between 4 to 10, 4 being the lowest grade and 10 highest, in the 
previous Figure 24 employees gave regarding the fluency of service processes, we can see 
that most of the answers are either undecided represented as “EOS” or grade 7. Grades 9 and 
10 were only provided one of each. Grade 8 is also one common answer with six in total. 
Lower scores such as 5 and 6 were given five times. The average grade of how the service 
processes in Trade Finance have been implemented is 7,2, excluding undecided responses. 
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In order to clarify whether the service process experiences had alternated, an open question 
was placed as following. Uniformity was something requested regarding the execution of 
service process because different officials of Trade Finance unit had diverse procedures of 
making a new contract for instance. The processes of executing a letter of credits received 
criticism, it had failed the customers with delays and disregards. One person graded the 
service processes as 7 and wrote that he or she did not have own experiences and the 
assessment is based on other people’s experiences, what he or she had heard. 
 
 
Figure 25: Q25 correspondence to job description. 
 
Figure 25 above describes how different people with diverse job descriptions experience “The 
service processes, such as filling in forms and distributing them forward have been simple and 
easy to execute”. Customer leaders partly disagree that such processes have been simple and 
easy to perform. Corporate service advisors are mostly undecided regarding the matter, 
though some partly disagree as well. As we can see from Appendix 12 “undecided” gathered 
largest group of answer with nine responses. Zero people strongly agreed that such processes 
are easy and ten in total partly disagreed or strongly disagreed in the previous case. In total 
eight out of 27 partly agreed that the service processes were easy to accomplish. The Table 4 
covering the same question but compared with employment length indicates that people with 
 67 
more than ten years of employment in OP Pohjola partly disagree or partly agree that these 
service processes are straightforward to commence. Half of the people from all other groups 
show unawareness regarding the question. The graph of Table 4 correspondence table can be 
found from Appendix 13. 
 
Correspondence Table 
I have been 
employed in OP 
Pohjola group  
Q25 Service processes, such as filling in the forms and distributing the forward, 
have been simple and easy to implement. 
Strongly 
disagree                                                
Partly 
disagree                           
Partly 
agree                                                     
Strongly 
agree                                         Undecided                                                   
Active 
Margin
dimension0 
Less than a year                                                 0 2 0 0 2 4 
1 - 3 years                                                      1 0 1 0 2 4 
4 - 10 years                                                     0 1 2 0 3 6 
over 10 years                                                    1 5 5 0 2 13 
Active Margin 2 8 8 0 9 27 
Table 4: Q25 Correspondence table, employment length 
 
Open question followed Question 25 in order to clarify whether people had faced difficulties 
during the service processes. Guidance with the practicalities of implementing the services 
was requested for instance. Customer point of view was missing compared to another bank, 
Nordea’s services. One person stated that almost every times he or she required assistance in 
filling the forms, however help was easily accessible since he or she had the information to 
whom to be in contact with. 
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Figure 26: Q27 correspondence to employment length. 
 
Figure 26 above portrays how the expectations regarding the service processes timely 
execution correspond with employment years. Best results consisted from the group of people 
with employment of over ten years; such employees’ expectations were partly satisfied 
concerning the expectations of time spent for service processes. Other groups tend to answer 
“undecided” when it comes to their anticipations, again most of the unawareness compounds 
from shorter length of employment than ten years in OP group. However as the 
Correspondence table from Appendix 14 describes the answers are quite scattered thus there 
are not any clear correspondences, excluding the over ten years group. For instance half of 
the people with 4 to 10 years of background answered “undecided” but the other half is 
completely scattered with their opinions. Less than a year of working background is split in 
half, other half is “undecided” whereas the other half partly agrees that these anticipations 
over the implementation time have been what they expected. The last individuals, 1 to 3 
years, do not clearly represent any group either. Such persons strongly disagree, partly agree 
and are undecided concerning the question. In total 16 employees from total 27 responded 
positively though 13 only partly agreed and three strongly agreed. The total amount of 
negative answers was three and only one was strongly disagreeing.  
 
 69 
The last question 28 was open, placed for employees to provide feedback about Trade 
Finance, for instance concrete experiences, minuses & plusses and development suggestions. 
One respondent stated that Trade Finances services had improved during the last few years; 
however he or she was missing new openings and questioned the project exporting thus do we 
have financing products regarding this area. One respondent stated that his or hers own 
experiences are minimal and during the past year only one meeting was held about Pohjola’s 
foreign services, in consequence his or hers know-how was limited. This person also felt that 
he or she needed additional information concerning foreign services when considering the 
future employment in OP group though at the moment the need for such services is low 
within the companies belonging in her or his responsibilities. One individual was anticipating 
for more expertise and support about Trade Finance in the form of trainings into Helsinki OP 
Bank. The same respondent had received good and professional service from Trade Finance. 
Another person requested more training for corporate banks as well and good contact 
information’s concerning the Trade Finance employees. Last open answer was a suggestion to 
form a Trade Finance brochure, which would contain the contact information and practical 
guidance regarding how the steps advance after forming a contract to the customer. 
 
7 Conclusion 
 
The research question was to define the quality of the processes in Trade Finance from the 
perspective of corporate bank employees. In total there is a place for improvement in the 
quality of the processes. For instance the expectations effect on the image and experienced 
total quality, however such expectations considering the processes implementation, timely 
execution and the unit itself are not satisfied entirely or even partly. There is also a lot of 
unawareness amongst the employees of corporate banks, mostly within people employed ten 
years or less. The services and usage of them are not familiar enough to employees; there is a 
need of further training and information. The people employed more than ten years in OP 
Pohjola group are the most satisfied within the processes. However the satisfaction decreases 
when taking in notice the other employees with less experience when it comes to working 
years in OP Pohjola group. Conversely it has to be taken into consideration that people with 
employment length over ten years are the most active users as well as we can see from the 
analysis.  
 
The employees with employment length ten years or less should receive more trainings, 
should be familiarized with the services, have the contact information and so forth. Even 
amongst the most experienced employees there is request for improvement, the analysis 
describes that the opinions regarding satisfaction are not completely fulfilled, in most cases 
they are partly satisfied. For instance the satisfaction to the execution of services and the 
easiness to use the services are partly satisfied between the most experienced employees. 
 70 
Though the satisfaction to processes is highest alongside employees with the employment 
length over ten years the experience only does not provide satisfaction to the Trade Finances 
processes. In conclusion Trade Finances processes should be improved.  
 
Where to concentrate the improvement then? First of all, providing more information 
considering the services, fulfillment, contact information, simplifying the accessibility of 
information and adding more trainings are the first steps as stated above. The distribution of 
such information is best seen through Trade Finance meetings, Opinet and trainings. Focusing 
the majority of the previous steps for employees with less than ten years of experience is 
recommended. A separate employee responsible for foreign services in Helsinki OP Bank is 
suggested in consistent with the analysis. Consequently the processes should be made more 
clear and easier to fulfill. The threshold to introduce the services to customers and actually 
use them might decrease while increasing the amount of information and education provided 
to employees as brought out from the questionnaire.  
 
The validity and reliability of the research can be justified with the analysis Euclidean 
distance and in addition as stated earlier the response percentage was higher than average. 
The testing results were consistent with each other thus the analysis provided clear results. 
The results provided an answer to the research question; in consequence the research can be 
proven to be reliable and valid. (Vehkalahti 2004, 41 – 42) 
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Appendices  
 
Kyselylomake 
 
Hei. Olen Henri Mikkola ja opiskelen Degree of Business Administration -koulutusohjelmassa 
Laurea Leppävaarassa. Olen työskennellyt Helsingin OP Pankissa vuoden 2012 alusta saakka, 
josta suurimman osan ajasta olen toiminut Länsi-Helsingin yrityspankissa Mikonkadulla. Teen 
parhaillaan opinnäytetyötäni Helsingin OP Pankille. Tämä kyselylomake on osa kyseistä 
opinnäytetyötä. 
 
Tämän opinnäytetyön tarkoitus on mitata Trade Financen-yksikön prosessien laatua 
asiakastyytyväisyyden näkökulmasta. Asiakkaina tässä työssä nähdään yrityspankkien 
työntekijät, siis sinut. Opinnäytetyö keskittyy pelkästään yrityspankkien työntekijöihin eikä 
lopullisten asiakkaiden tyytyväisyyttä oteta huomioon. Vastaukset annetaan anonyymisti ja 
tuloksia käytetään ainoastaan opinnäytetyötä varten. Lopullinen työ tulee julkiseksi ja se 
julkaistaan osoitteessa www.theseus.fi 
 
Kyselyyn vastaajiksi on valittu kolme yrityspankkia, Espoo, Länsi-Helsinki ja OP-yrityspankki. 
Tähän valintaan on tehty sen pohjalta, että näissä kolmessa yrityspankissa on eniten tulliin 
ilmoittautuneita viejä- ja/tai tuoja-yrityksiä. Nämä yritykset ovat Trade Financelle 
potentiaalisia asiakkaita. 
 
Tutkimustulokset ovat hyvin iso osa opinnäytetyötäni, siksi toivonkin sinun perehtyvän 
huolella kysymyksiin ja niihin vastaamiseen. Tämä on myös erinomainen hetki vaikuttaa Trade 
Financen toimintatapoihin. 
 
Ohjeet: 
 
Kysely sisältää monivalinta-, avoin- ja raksiruutuun -kysymyksiä, lisäksi kyselyssä on 
arvosanalla arvostelua. Monivalintakysymyksissä tulee rengastaa oikeaa vaihtoehtoa vastaava 
numero väliltä 1 – 5. Numerot tarkoittavat: 1 = täysin eri mieltä, 2 = jokseenkin eri mieltä, 3 
= jokseenkin samaa mieltä, 4 = täysin samaa mieltä, 5 = en osaa sanoa. 
Monivalintakysymykset saattavat myös sisältää avoimia kysymyksiä. Avoimiin kysymyksiin 
vastataan pääosin edellisen kysymyksen perusteella. Raksiruutuun kysymyksissä valitaan oikea 
vaihtoehto lisäämällä ruksi oikeaan laatikkoon. Arvosanakysymyksissä annetaan arvosana 
asteikolla 4 – 10, 4 ollessa huonoin ja 10 paras. Lopussa on vielä mahdollista antaa 
kommentteja, plussia sekä miinuksia Trade Finance-yksiköstä. 
 
Kyselylomake on toimitettu vastauskuorella, johon on painettu automaattisesti oikea osoite. 
Vastaukset voi myös vaihtoehtoisesti toimittaa skannaamalla sähköpostitse osoitteeseen 
henri.mikkola@op.fi tai vastauskuoren hukkuessa lähettämällä osoitteeseen Länsi-Helsingin 
yrityspankki Mikonkatu 13 A 4krs 00100 Helsinki - Henri Mikkola.
 76 
 Appendix 1 
Lisää ruksi oikean vaihtoehdon kohdalle seuraavissa kysymyksissä: 
 
Työskentelen: 
 ☐  Espoon yrityspankissa  ☐  Länsi-Helsingin yrityspankissa 
 ☐  OP Yrityspankissa  
 
Toimenkuvani on: 
 ☐  Asiakkuusjohtaja  ☐  Asiakkuuspäällikkö 
 ☐  Maksuliikepäällikkö  ☐  Maksuliikeasiantuntija 
 ☐  Maksuliikeneuvoja  ☐  Yrityspalveluasiantuntija 
 ☐  Yrityspalveluneuvoja  ☐  Palveluneuvoja 
 
Olen työskennellyt OP Pohjola ryhmässä: 
 ☐  Alle vuoden  ☐  1 – 3 vuotta 
 ☐  4 – 10 vuotta  ☐  yli 10 vuotta 
 
Arvioi seuraavia väittämiä joko rengastamalla mielestäsi parhaiten sitä kuvaava 
vaihtoehto, laittamalla ruksi oikean vastauksen kohdalle tai lisäämällä arvosana asteikolla 
4 - 10 (4 ollessa huonoin ja 10 paras). Jotkin kysymykset sisältävät avoimia 
vastausvaihtoehtoja. 
 
(1 = täysin eri mieltä, 2 = jokseenkin eri mieltä, 3 = jokseenkin samaa mieltä,  
4 = täysin samaa mieltä, 5 = en osaa sanoa) 
 
1. Trade Financen palveluiden toteuttaminen/käyttö on sinulle 
tuttua.      1    2    3    4      5 
 
2. Trade Financen palveluista ja niiden käytöstä on riittävästi 
informaatiota sekä koulutuksia.   1    2    3    4      5 
 
3. Trade Financen palveluiden käytöstä on helppo saada tietoa. 1    2    3    4      5 
 
4. Mistä toivoisit saavasi tietoa Trade Finance-tuotteista ja niiden toteuttamisesta? Voit myös 
ruksata useamman vaihtoehdon. 
 ☐  Opinet   ☐  Koulutukset 
 ☐  Kollegat   ☐  Ulkomaankaupan käsikirja 
 ☐  Trade Finance yhteispalaverit ☐  Muu mikä? 
       
       
        
 
5. Mikäli asiakas tarvitsee jonkin ulkomaankauppaan liittyvän 
palvelun osaatte heti ottaa yhteyttä oikeaan yksikköön Pohjola 
Pankissa esim. Markets, Cash Management, Trade Finance. 1    2    3    4      5 
 
6. Koet helpoksi eritellä ulkomaankaupan käsikirjasta eri yksiköiden, 
kuten Trade Finance-, Markets-, Cash Management -palvelut? 1    2    3    4      5 
 
7. Trade Finance toimihenkilöiltä on helppo saada apua esimerkiksi 
palvelun toteuttamisessa.    1    2    3    4      5 
 
8. Trade Finance yksikön toimihenkilöt on helppo tavoittaa. 1    2    3    4      5 
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9. Trade Finance yksikkö vastaa odotuksiasi.  1    2    3    4      5 
 
10. Suosittelisin Trade Finance yksikköä kollegalleni.  1    2    3    4      5 
 
11. Minkä arvosanan antaisit Trade Finance yksiköstä asteikolla  
4 – 10?        
 
12. Trade Financen sijainnilla Pohjola Pankissa ei ole vaikutusta 
palveluiden laatuun tai toteutukseen.   1    2    3    4      5 
 
13. Jos koet sijainnilla olevan vaikutuksia niin minkälaisia? 
       
       
        
 
14. Koetko Helsingin OPn yrityspankilla olevan tarve omalle 
toimihenkilölle joka vastaisi Trade Financen, sekä muiden 
ulkomaanpalveluiden hoidon, toteutuksen ja neuvonnan.  1    2    3    4      5 
 
15. Jos olet asioinut Trade Finance yksikön kanssa palvelun laatu on ollut keskimäärin?  
 ☐  Erinomainen  ☐  Tyydyttävä 
 ☐  Kiitettävä   ☐  Välttävä 
 ☐  Hyvä   ☐  Erittäin huono 
 
16. Jos palvelukokemukset ovat olleet vaihtelevia kommentoi niitä tähän. 
       
       
        
 
17. Kuinka usein tarjoat, esittelet tai käytät keskimäärin Trade Financen tuotteita? 
 ☐  Useita kertoja viikossa  ☐  Kerran viikossa  
 ☐  Muutamia kertoja kuukaudessa ☐  Kerran kuukaudessa 
 ☐  Muutamia kertoja vuodessa ☐  Kerran vuodessa 
 ☐  Hyvin harvoin  ☐  En koskaan 
 
18. Jos vastasit "En koskaan" kerro syitä tähän. 
       
       
        
 
19. Trade Finance palveluita on helppo käyttää.  1    2    3    4      5 
 
20. Jos palveluiden käyttö on hankalaa niin minkälaisia vaikeuksia kohtaat? 
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21. Trade Finance palveluiden toteutus vastasi odotuksiasi. 1    2    3    4      5 
 
22. Mikäli odotuksesi palveluiden toteutuksen suhteen ovat täyttyneet vaihtelevasti 
kommentoi niitä tähän. 
       
       
        
 
23. Kuinka sujuvasti Trade Financen palveluiden prosessit ovat  
mielestäsi keskimäärin arvosteluasteikolla 4 – 10 toteutuneet?    
Palveluprosesseja ovat esimerkiksi remburssi- ja takaus-toimeksiannon  
kulku lomakkeiden täytöstä rahojen siirtymiseen tai takauksen  
antamiseen saakka. 
 
24. Jos olet kohdannut vaihtelevia kokemuksia samoissa tai eri palveluprosesseissa kommentoi 
niitä tähän. 
       
       
        
 
25. Palveluiden prosessit, kuten lomakkeiden täyttäminen ja niiden 
toimittaminen eteenpäin, ovat olleet yksinkertaisia, sekä helppoja 
toteuttaa.      1    2    3    4      5 
 
26. Jos olet kohdannut vaikeuksia palveluprosesseissa niin minkälaisia? 
       
       
        
 
27. Koko palveluprosessin toteutus on vastannut ajallisesti 
odotuksiasi.      1    2    3    4      5 
 
28. Vapaa sana Trade Financesta. Tähän voi eritellä esimerkiksi kokemuksia, plussia sekä 
miinuksia ja kehitysideoita. Vastausta voi jatkaa sivun kääntöpuolelle. 
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Correspondence Table 
My job description is Q1 Implementing/using Trade Finances services is familiar to you. 
Strongly 
disagree                                                
Partly 
disagree                            
Partly 
agree                       
Strongly 
agree                    Undecided                                                        
Active 
Margin
Customer leader                                                  0 0 4 1 0 5 
Customer chief                                                   0 1 2 1 0 4 
Payments traffic 
chief                                           
1 0 1 0 0 2 
Payments traffic 
expert                                          
1 0 0 0 0 1 
Payments traffic 
advisor                                         
0 1 0 0 0 1 
Corporate service 
expert                                         
3 1 3 1 0 8 
Corporate service 
advisor                                        
5 1 0 0 0 6 
Service advisor                                                  0 0 0 0 0 0 
Active Margin 10 4 10 3 0 27 
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Correspondence Table 
I have been employed in 
OP Pohjola group  
Q1 Implementing/using Trade Finances services is familiar to you. 
Strongly 
disagree                                                
Partly 
disagree                          
Partly 
agree                     
Strongly 
agree                               Undecided                                                
Active 
Margin
dimension0 
Less than a year                                                 3 1 0 0 0 4 
1 - 3 years                                                      3 0 1 0 0 4 
4 - 10 years                                                     4 0 2 0 0 6 
over 10 years                                                    0 3 7 3 0 13 
Active Margin 10 4 10 3 0 27 
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Correspondence Table 
I have been employed in 
OP Pohjola group  
Q2 There is enough information and training concerning Trade Finance 
services and using them. 
Strongly 
disagree                                                
Partly 
disagree                          
Partly 
agree                                                     
Strongly 
agree                                       Undecided                               
Active 
Margin
dimension0 
Less than a year                                                 2 1 0 0 1 4 
1 - 3 years                                                      1 3 0 0 0 4 
4 - 10 years                                                     2 3 0 0 1 6 
over 10 years                                                    0 5 7 1 0 13 
Active Margin 5 12 7 1 2 27 
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Correspondence Table 
My job 
description is 
Q5 If a customer requires services regarding foreign trade you have to capability to 
immediately contact the right department in Pohjola Bank, for instance Markets, Cash 
Management, Trade Finance. 
Strongly 
disagree                                                
Partly 
disagree                             
Partly 
agree                         
Strongly 
agree                     Undecided                                   
Active 
Margin
Customer 
leader                                                  
0 2 0 3 0 5 
Customer 
chief                                                   
0 1 2 1 0 4 
Payments 
traffic chief                                           
0 0 0 1 1 2 
Payments 
traffic expert                                          
0 0 1 0 0 1 
Payments 
traffic advisor                                         
0 1 0 0 0 1 
Corporate 
service expert                                         
0 3 4 0 1 8 
Corporate 
service 
advisor                                        
4 1 1 0 0 6 
Service 
advisor                                                  
0 0 0 0 0 0 
Active Margin 4 8 8 5 2 27 
 
 
 83 
 Appendix 6 
Correspondence Table 
I have been employed 
in OP Pohjola group  
Q7 It is easy to receive help, in example for the implementation of services, 
from Trade Finance employees. 
Strongly 
disagree                                                
Partly 
disagree                                                 
Partly 
agree                       
Strongly 
agree                   Undecided                                      
Active 
Margin
dimension0 
Less than a year                                                 0 2 0 0 2 4 
1 - 3 years                                                      0 2 0 0 2 4 
4 - 10 years                                                     0 0 3 0 3 6 
over 10 years                                                    0 3 4 5 1 13 
Active Margin 0 7 7 5 8 27 
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Correspondence Table 
I have been employed in 
OP Pohjola group  
Q8 Trade Finance unit employees are easy to reach. 
Strongly 
disagree                                                
Partly 
disagree                          
Partly 
agree                     
Strongly 
agree                               Undecided                                                
Active 
Margin
dimension0 
Less than a year                                                 0 1 1 0 2 4 
1 - 3 years                                                      1 0 1 0 2 4 
4 - 10 years                                                     0 0 3 0 3 6 
over 10 years                                                    0 2 3 6 2 13 
Active Margin 1 3 8 6 9 27 
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 Appendix 8 
Correspondence Table 
I work in Q14 Do you feel that Helsinki OP corporate banks have a need for own employee whom 
would be responsible for Trade Finance and other foreign services; management, 
implementation and counseling. 
Strongly 
disagree                                                
Partly 
disagree                             
Partly 
agree                         
Strongly 
agree                            Undecided                                   
Active 
Margin
Espoo 
corporate 
bank                                             
0 0 1 0 5 6 
West-Helsinki 
corporate 
bank                                     
0 1 2 8 3 14 
OP corporate 
bank                                                
0 0 2 4 1 7 
Active Margin 0 1 5 12 9 27 
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 Appendix 9 
Correspondence Table 
I have been 
employed in OP 
Pohjola group  
Q14 Do you feel that Helsinki OP corporate banks have a need for own employee 
whom would be responsible for Trade Finance and other foreign services; 
management, implementation and counseling. 
Strongly 
disagree                                                
Partly 
disagree                                                  
Partly 
agree                                                   
Strongly 
agree                                           Undecided                                    
Active 
Margin
dimension0 
Less than a 
year                                                 
0 0 1 1 2 4 
1 - 3 years                                                      0 1 1 1 1 4 
4 - 10 years                                                     0 0 2 1 3 6 
over 10 
years                                                    
0 0 1 9 3 13 
Active 
Margin 
0 1 5 12 9 27 
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 Appendix 10 
Correspondence Table 
My job 
description 
is 
Q17 How often you offer, present or use Trade Finance products on average? 
Several 
times a 
week                                             
Once 
a 
week                         
Couple 
of times 
a month                  
Once 
a 
month                                               
Couple 
of times 
a year      
Once 
a 
year                         
Very 
rarely                                                 
Once a 
week and 
couple of 
times a 
month Never                                      
Active 
Margin 
Customer 
leader                                                  
0 0 4 0 1 0 0 0 0 5 
Customer 
chief                                                   
0 0 2 0 2 0 0 0 0 4 
Payments 
traffic chief                                           
0 0 0 0 0 1 0 0 1 2 
Payments 
traffic 
expert                                          
0 0 0 0 0 0 1 0 0 1 
Payments 
traffic 
advisor                                         
0 0 0 0 0 1 0 0 0 1 
Corporate 
service 
expert                                         
0 0 0 0 3 0 2 1 2 8 
Corporate 
service 
advisor                                        
0 0 0 0 1 0 1 0 4 6 
Service 
advisor                                                  
0 0 0 0 0 0 0 0 0 0 
Active 
Margin 
0 0 6 0 7 2 4 1 7 27 
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 Appendix 11 
Correspondence Table 
I have been 
employed in 
OP Pohjola 
group  
Q17 How often you offer, present or use Trade Finance products on average? 
Several 
times a 
week                                             
Once 
a 
week                         
Couple 
of times 
a month                  
Once 
a 
month                                                
Couple 
of times 
a year      
Once 
a 
year                         
Very 
rarely                                       
Once a 
week and 
couple of 
times a 
month Never                                      
Active 
Margin
dimension0 
Less 
than a 
year                                                 
0 0 0 0 1 0 1 0 2 4 
1 - 3 
years                                                      
0 0 0 0 1 0 1 0 2 4 
4 - 10 
years                                                     
0 0 1 0 1 0 1 0 3 6 
over 10 
years                                                    
0 0 5 0 4 2 1 1 0 13 
Active 
Margin 
0 0 6 0 7 2 4 1 7 27 
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 Appendix 12 
Correspondence Table 
My job 
description is 
Q25 Service processes, such as filling in the forms and distributing the forward, have 
been simple and easy to implement. 
Strongly 
disagree                                                
Partly 
disagree                                                  
Partly 
agree                                                   
Strongly 
agree                                           Undecided                                 
Active 
Margin
Customer leader                                                  0 3 1 0 1 5 
Customer chief                                                   0 1 2 0 1 4 
Payments traffic 
chief                                           
0 0 1 0 1 2 
Payments traffic 
expert                                          
0 0 1 0 0 1 
Payments traffic 
advisor                                         
0 1 0 0 0 1 
Corporate 
service expert                                         
2 1 3 0 2 8 
Corporate 
service advisor                                        
0 2 0 0 4 6 
Service advisor                                                  0 0 0 0 0 0 
Active Margin 2 8 8 0 9 27 
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 Appendix 14 
Correspondence Table 
I have been employed in 
OP Pohjola group  
Q27 The timely execution of service processes correspond to your 
expectations. 
Strongly 
disagree                                                
Partly 
disagree                          
Partly 
agree                     
Strongly 
agree                               Undecided                                                
Active 
Margin
dimension0 
Less than a year                                                 0 0 2 0 2 4 
1 - 3 years                                                      1 0 1 0 2 4 
4 - 10 years                                                     0 1 1 1 3 6 
over 10 years                                                    0 1 9 2 1 13 
Active Margin 1 2 13 3 8 27 
 
